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Abstract 
 
Wiring Connections, Building Hopes and Transforming Lives with Technology: A 
Narrative of Information and Communication Technology Volunteers 
 
 
Suganya Parthasarathy, Ed.D. 
Drexel University, April 2015 
Chairperson: Kathy D. Geller 
In many underdeveloped regions and countries, Information and Communication 
Technology (ICT) efforts are not yet sustainable based on an absence of computers and a 
lack of appropriate strategies and local knowledge to support these systems.  The purpose 
of this narrative study grounded in axiological stances was to explore the challenges, 
prospects, and experiences of ICT volunteers.  By focusing on the stories told by ICT 
volunteers about creating technological and personal connections and building hopes by 
imparting skills, this research explored how ICT volunteering has affected the quality of 
life of the volunteers.  The overarching research streams included determinant factors of 
the digital divide, ICT deployments, and volunteer identity.  The following were the 
research questions posed for this study: (a) What stories do ICT volunteers share on the 
meaning of ICT volunteerism in underdeveloped countries?, (b) What stories do ICT 
volunteers tell about their volunteering choices?, and (c) How do they describe the effect 
of their volunteer experience on their personal and professional lives? 
A total of eight IEP volunteers participated in this narrative study.  Four were 
born in the US and four were foreign born.  They were purposefully selected using 
homogenous sampling.  All the participants were from the Northern California sites of 
Orange Electronics and Manufacturing (OEM) and each had participated in at least one 
short-term ICT deployment.  Each participant shared experiences during the interview.  
The research findings emerged from the researcher’s restorying and subsequent coding 
and analysis of the narrative that developed from the stories shared during the interviews, 
the researcher’s observational notes, and collected artifacts.  The three major themes 
identified were: (a) dimensions of the divide, (b) bridging the widened gap, and (c) value 
added from ICT volunteering.  The results of the study emerged from the findings and 
were discussed and interpreted in relation to the literature review.  The three results that 
emerged were: (a) oftentimes ICT volunteers see digital divide challenges as 
opportunities while leveling the playing field, (b) ICT volunteering touches the lives of 
people in underdeveloped countries and also alters the landscape of the digital divide, and 
(c) there is a recurring association between corporate volunteering and volunteer welfare.  
The conclusions of this study offered responses to the research questions and were 
established from the findings, results, and interpretations and synthesis of the researcher’s 
views.  The recommendations offered emphasize how to enrich the experiences of 
volunteers who deploy ICT tools and skills in the underdeveloped countries.  As there is 
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limited research on ICT volunteers, there could be great benefit in further researching the 
lived experiences of ICT volunteers on a larger scale. 
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Chapter 1: Introduction to the Research 
We are prone to judge success by the index of our salaries or the size of our automobiles, 
rather than by the quality of our service relationship to humanity. (King, 1958, p. 477)  
 
Introduction to the Problem 
Web-based open learning is the greatest opportunity of the 21st century.  As Bonk (2009) 
asserted, “Open” and “We all learn” are becoming the mantras of education, with anyone being 
able to learn anything at any time (p. 7).  Yet, the emergence of new technologies often 
exacerbates the digital divide as a natural phenomenon due to economic differences (Acilar, 
2011).  With over one billion students in the world and wide-ranging economic development, not 
everyone has equal access to technology.  The digital divide has led to barriers in 
underdeveloped countries where 21st-century students are frequently still being taught using 20th-
century methods in 19th-century classrooms.  
In some underdeveloped countries, information and communication technology (ICT) has 
been evolving to bridge the digital divide.  Information on livelihood and careers, knowledge 
about health, agriculture, and instant messenger capabilities enable students to cross the divide 
by using the Internet for completing applications for jobs, schools, and loans; reviewing exam 
results; and retrieving animation and videos of educational content, documentaries on human 
rights, and accessing courses (Islam & Tsuji, 2011).  However, in many other regions and 
countries, ICT efforts are not yet sustainable, as they are still largely unaffordable (Chen, 2009).  
For emerging economies, a lack of exposure to education may also impact ICT initiatives.  The 
root cause was not only the lack of computers but may also include a lack of appropriate 
strategies and local knowledge to bridge the digital divide (Thomas & Parayil, 2008). 
ICT creators and developers in the Silicon Valley have been taking the initiative to bridge 
the digital divide in these underdeveloped countries by deploying low-cost personal computers 
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through corporate volunteering programs (Fife & Hosman, 2007).  One such initiative has been 
an ICT for education program (IEP) created by a large technology organization in California.  
This IEP was launched with a goal to enhance and enrich the lives of people on the other side of 
divide.  The IEP is a limited-term volunteer and professional development option for corporate 
employees of the corporation to support the distribution of low-cost personal computers (PCs) in 
the world’s underdeveloped countries.  
According to the United States Department of Labor (2015), about 62.8 million corporate 
volunteers served in 2014 and 25.1% of them volunteered for an educational cause.  Wilson 
(2000) suggested that volunteerism is a foundation for camaraderie, social cohesion, and 
resilience.  State of the World’s Volunteerism Report (Leigh et al., 2011) noted, “Putting people 
at the center of development means making progress equitable and broad-based, enabling people 
to be active participants in change” (p. 9).  International volunteerism focuses on building global 
cooperation and camaraderie and enhances technical knowledge transfer in service of economic 
and social development.  According to Hockenos (2011), international volunteerism bridges the 
gap “between the professionalized world of development experts and organizations and the ‘non-
specialized publics’ who engage with the ideas and practices of development” (p. 33).  In the 
information society, technology is continuously opening avenues for international ICT 
volunteers to bridge the disparities in underdeveloped countries.  
Statement of the Problem to be Researched 
In many underdeveloped regions and countries, ICT efforts are not yet sustainable based 
on an absence of computers and a lack of appropriate strategies and local knowledge to support 
these systems.  
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Purpose and Significance of the Problem 
The purpose of this narrative research was to explore the challenges, prospects, and 
experiences of ICT volunteers.  By focusing on the stories told by ICT volunteers about creating 
technological and personal connections and building hopes by imparting skills, this research 
sought to explore how ICT volunteering has been affecting the quality of life of the volunteers. 
Steady development in the field of information and technology creates opportunities for 
ICT volunteers in bridging the digital divide and preventing it from becoming a dynamic 
problem.  Promoting awareness, improving network technology, creating local digital content, 
collaborating with the government, and improving literacy rates are some of the common 
features of sustained volunteer-based ICT initiatives in underdeveloped countries (Islam & Tsuji, 
2011).   
This study does not intend to research the outcomes of ICT deployment, as ample 
literature already exists on these programs (Acilar, 2011; Baqir, 2009; Basole, 2007; Fong, 2009; 
Islam & Tsuji, 2011).  There is, however, very limited research on the experiences of the 
volunteers themselves who champion the use of computers in underdeveloped countries.  As the 
emergence of information and communication technology in underdeveloped countries is 
relatively new to the field of education it opens new avenues for international volunteering.  
According to Hockenos (2011), “Volunteerism is a sphere of human endeavor of which the 
significance has not been fully understood and articulated in the development debate, particularly 
in the context of the Millennium Development Goals” (p. xx).  Researching the lived experiences 
of ICT volunteers may add a unique dimension to the limited existing studies.  The narratives 
and experiences shared by the volunteers might also motivate and inspire a pipeline of trained 
individuals to continue and sustain efforts to volunteer for programs like IEP.   
  
4
Research Questions 
The following are the research questions posed for this study:  
1. What stories do ICT volunteers share on the meaning of ICT volunteerism in 
underdeveloped countries? 
2. What stories do ICT volunteers tell about their volunteering choices?  
3. How do they describe the effect of their volunteer experience on their personal and 
professional lives? 
Conceptual Framework 
Researcher Stances and Experiential Base 
As a social constructivist, I believe “realities exist in the form of multiple mental 
constructions, socially and experientially based, local and specific, dependent for their form and 
content on the persons who hold them” (Guba, 1990, p. 27).  I recognize my mental models, 
worldviews, and biases and understand the significance of them regarding restorying and 
accurately representing my research participants (Riessman, 1993). 
This research is grounded in axiological stances.  My research was “value laden” and I 
have my personal biases on the influence of technology in the lives of people (Creswell, 2003, p. 
17).  I have personally crossed the digital divide.  My personal experiences include coming from 
a rural Indian background, overcoming the struggle of being introduced to technology as a digital 
immigrant, and today working as an engineer.  As a woman exposed to various challenges in 
overcoming the digital divide, I am today creating and volunteering to support the integration of 
technology to better connect and enrich the lives of people in underdeveloped countries.  There is 
still immense untapped potential in making the world a level playing field for all the “Suganyas” 
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out there; and I hope to play a part in transforming their lives with the findings from my 
research.  
Conceptual Framework 
This research explores theory, research, and practice about (a) determinants of digital 
divide, (b) ICT deployments, and (c) volunteer identity (see Figure 1).   
 
 
Figure 1. Conceptual framework of the research streams. 
 
Determinants of digital divide.  This research stream describes the barriers to ICT 
volunteering in underdeveloped countries fostered by the digital divide.  Several researchers 
have classified the digital divide literature in categories such as: (a) digital divide due to lack of 
access to technology, (b) digital divide due to socio-economic conditions, (c) digital divide due 
to cultural perspectives, (d) digital divide due to inequality despite having access to technology, 
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and (e) digital divide due to lack of education and knowledge to use technology despite having 
access (Dewan & Riggins, 2005; Helbig, Gil-Garcia, & Ferro, 2009).  Researchers define the 
digital divide as a complex and dynamic problem that has political, cultural, and ethical 
dimensions (Acilar, 2011; Ahmed, 2007).  
Fuchs and Horak (2008) indicated that the digital divide is a multi-faceted issue, which is 
deeply rooted in social, economic, and cultural practices and affects ICT volunteering initiatives.  
Their research considered factors including access, education, skills, usage and experience, 
gender, geography, income, occupation, and ethnicity.  Pierce (2006) researched the digital 
divide using a gender lens and argued, “the computer is a gendered technology, and by 
extension, the intent is as well and men dominate the world of technology - the uses, intended 
use” (p. 12). 
 Harper (2003) re-conceptualized the digital divide “away from a simple lack of access 
and toward the social, cognitive, and communicative factors that truly divide groups” (p. 1). 
Azari and Pick (2007) defined the digital divide as the uneven distribution of ICT benefits.  They 
noted that these benefits could range from the specialized level of broadband availability to basic 
level of telephone availability.  With further development in the technology industry, the access 
issue widens and eventually makes the digital divide appear to be a natural phenomenon (Martin, 
2003).  Competition is increasing in the technology sector to keep feeding the technological 
needs of developed countries against the volunteer-based ICT intervention efforts in 
underdeveloped counties.  Still, the digital divide is prevalent in many of the underdeveloped 
South African countries, as it has become a natural phenomenon due to effects apartheid left 
behind (Fuchs & Horak, 2008). 
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ICT deployments.  Recognizing the importance of ICT’s role in improving 
socioeconomic standards, policymakers in both government and private sectors are investing in 
ICT volunteering activities for deployment of ICT in many underdeveloped countries (Islam & 
Tsuji, 2011).  This leads to the second stream of research on outcomes of ICT deployments.  
Existing research has established that deployment of ICT in many underdeveloped countries has 
led to exponential socio-economic development (Fong, 2009; Fuchs & Horak, 2008; Thomas & 
Parayil, 2008).  Researchers are optimistic that ICT plays a significant role in increasing the GNI 
(gross national income), productivity, development and employment opportunities and in 
eradicating poverty.  According to Baqir (2009): 
ICT are also expected to have an important impact on improved transparency and 
responsiveness of governmental agencies, widely available education and healthcare 
opportunities, cultural creativity, and social integration of individuals with different 
abilities and groups with diverse cultural backgrounds. (p. 1) 
 
When the students and local population are trained and given access to ICT, the knowledge base 
increases and channels for economic development open.  Fong (2009) claimed if ICT’s potential 
is not tapped then underdeveloped countries will remain latecomers to the technology revolution 
and will be left behind in economic development. 
Volunteer identity.  The success rates with ICT intervention techniques have been 
successful due to the trainings provided by the volunteers in underdeveloped counties.  This 
leads to the third stream of literature, which is volunteer identity in terms of personal and 
professional goals.  Volunteer identity in terms of personal and professional goals is a critical 
motivating factor for ICT volunteering.  
In general, “self-efficacy relates to one’s perceptions of performance in a variety of 
situations and the choice of IT career can provide the professional the opportunity to serve in a 
variety of roles and situations” (Brooks, Riemenschneider, Hardgrave, & O'Leary-Kelly, 2011, p. 
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90).  Hudson and Inkson (2006) demonstrated that volunteers have “high levels of openness and 
agreeableness, and career anchors of dedication” (p. 304).  Thoits and Hewitt’s (2001) research 
established the relationship between volunteer work and personal well-being, which in turn 
influences their volunteering behavior.  They demonstrated that positive consequences flowing 
from volunteer work result in increased happiness, life satisfaction, self-esteem, sense of control 
over life, and physical health and reinforce the volunteer’s commitment to volunteering. 
Definition of Terms 
Corporate volunteering 
Corporate volunteering is a new source of talent and energy for solving community 
problems and encouraging the corporate citizenship (Do Paco & Nave, 2013). 
Digital Divide 
The gap between those who do and do not have access to computers and the Internet 
(Van Dijk, 2006) 
Elements of volunteering  
Elements of volunteering include free choice, remuneration, structure, and intended 
beneficiaries (Smith & Cordery, 2010). 
Global Digital Divide  
The strikingly differential extent to which rich and poor countries are enjoying the 
benefits of information technology (James, 2003) 
Information and communication technology for development (ITCD) 
It refers to technology or technology mediated communications and their relationship 
with social and economic development (Joseph, 2002). 
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International volunteering  
International volunteering is defined as volunteering outside one’s home country 
(McBride & Lough, 2010). 
Liberalization 
The lowering of entry barriers or the opening up of a domestic telecoms market to 
competition from foreign companies (Mbarika, 2000) 
Privatization  
It includes the public offering of shares, private sale of shares, sale of government assets, 
management/employee buyouts, new private investments and lease and management 
contacts of telecoms outfits (Mbarika, 2000). 
Technical self-efficacy 
Technical self-efficacy is, “the belief in oneself to perform in a specific situation” 
(Brooks et al., 2011, p. 89). 
Technological Leapfrogging  
The implementation of a new and up-to-date technology in an application area in which 
at least the previous version of that technology has not been deployed (Davison, Vogel, 
Harris, & Jones, 2000) 
Teledensity  
It refers to the number of main telephone lines for every 100 inhabitants.  Teledensity is 
also used to refer to the level of a country’s telecommunication infrastructure (Saunders, 
Warford, & Welienius, 1994). 
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Twenty-First Century Skills 
The skills necessary for students to thrive in the 21st century.  The four skill clusters 
include digital-age literacy, inventive thinking, effective communication, and high 
productivity (Wagner, 2008). 
Assumptions and Limitations 
Personal assumptions informed this study.  The first assumption was that corporate ICT 
deployments are not chosen for the sake of promotion or a means of capturing the market; rather 
they emerge from an individual’s service motive for enriching the lives of people by bridging 
disparities.  This is contrary to Wilson’s (2006) argument that the search for market opportunities 
is the principle motivation for caring about the global digital divide.  A second assumption was 
that existing schools in underdeveloped countries have failed to implement ICT in their 
curriculum, as there are no ICT volunteers to help deploy technology.  The implicit assumption 
within this statement was that traditional curriculum is less effective than the technology-based 
curriculum introduced by corporate volunteer-based ICT initiatives.  
In addition, it was assumed that during data collection, the participating volunteers would 
share their experiences openly and be objective in providing information on their volunteering 
experiences in underdeveloped countries.  This last assumption drew on the research finding 
from Islam and Tsuji (2011) that people living in developed countries have a skillset along with 
the best access to the quick use of ICT, and people in underdeveloped countries have limited or 
no access at all to these technologies.  This gap creates a need for international ICT volunteering.  
This researcher also assumed that corporate volunteers are the best people to serve in ICT 
deployments, as they have required training and subject matter expertise.  
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The first and foremost limitations of this research were due to the nature of the study.  
This was a qualitative study of a small sample of volunteers from a single organization who 
deployed technology in specific underdeveloped countries.  The findings from this research may 
not be applicable to other regions in underdeveloped countries, as the rate of technology 
adoption and type of ICT deployments could be different.  Another limitation in the data 
collection process was due to the nature of participants.  Given that the volunteers worked for the 
same organization and may have had similar values, there was a perceived lack of heterogeneity 
in the population.  Conducting multiple interviews with ICT volunteers after each deployment 
over a prolonged period of time might have added different reflections but were not incorporated 
into the present study. 
Summary 
Volunteerism is a complex and dynamic phenomenon.  The purpose of this study was to 
explore the challenges, prospects, and experiences of ICT volunteering in underdeveloped 
countries through the stories told by volunteers.  The three interconnected streams of literature 
that underpinned this narrative study were the determinants of digital divide, ICT deployments 
and volunteer identity.  Absent from the scholarly literature are the meaning of ICT volunteering 
and the personal transformation experienced after volunteering as discovered through the voices 
of volunteers.  This research fills this gap and also lends support to expand the existing 
understanding of employer-supported international ICT volunteering.  
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Chapter 2: The Literature Review 
Introduction to Chapter 2 
As mentioned in Chapter 1, the digital divide creates a barrier in underdeveloped nations 
whereby 21st-century students are frequently taught using 20th-century methods in 19th-century 
classrooms.  Based on the understanding from present-day literature, many governments and 
public, private, and non-profit sector organizations have attempted to bridge the digital divide 
through a variety of ICT initiatives in underdeveloped countries (Islam & Tsuji, 2011).  One 
such initiative has been an ICT for education program (IEP) created by a large technology 
organization in California.  This IEP was launched with a goal to enhance and enrich the lives of 
people on the other side of the divide.  The IEP is a limited-term volunteer and professional 
development option for corporate employees of this corporation to support the distribution of 
low-cost computers in the world’s underdeveloped countries.  
In many underdeveloped regions and countries, ICT efforts are not yet sustainable due to 
an absence of computers and a lack of appropriate strategies and local knowledge to support 
these systems.  Steady development in the field of information and technology creates 
opportunities for ICT volunteers to bridge the digital divide, a dynamic problem.  Present-day 
digital divide literature is devoid of perspectives from ICT volunteers.  The purpose of this 
narrative research was to explore the challenges, prospects, and experiences of ICT volunteers.   
Conceptual Framework 
As stated in Chapter 1, the research streams discussed in this chapter triangulate around 
three interlocked themes.  This research explores theory, research, and practice about (a) 
determinants of digital divide, (b) ICT deployment, and (c) volunteer identity (see Figure 2).  By 
focusing on the stories told by ICT volunteers about creating technological and personal 
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connections and building hopes by imparting skills, this research sought to explore how ICT 
volunteering has affected the quality of life of the volunteers. 
 
Figure 2. Conceptual framework of research streams. 
The Literature Review 
The literature review reflects the overarching research streams indicated in Chapter 1. 
1. Determinant factors of the digital divide  
2. ICT deployments, and 
3. Volunteer identity  
Determinant of the Digital Divide  
This section of the literature review identifies the determinant factors of the digital divide 
in underdeveloped countries.  Existing research indicates that apart from physical access to 
computers and Internet, skills, geography, usage, experience, gender, geography, revenue, 
  
14
employment, and culture are also contributing factors to the digital divide (Fuchs & Horak, 2008; 
Mbarika, 2000).  
James (2001) defined the global digital divide as, “the strikingly differential extent to 
which rich and poor countries are enjoying the benefits of information technology” (p. 21).  
Researchers have suggested the global digital divide body of literature be grouped into the 
following categories: (a) access digital divide, (b) multi-dimensional digital divide, (c) multi-
perspective digital divide, (d) inequality among those who have access to technology, and (e) 
inequality in the ability to use the technology among those who have access (Dewan & Riggins, 
2005; Helbig et al., 2009).  Corrocher and Ordanini (2002) indicated, “surprisingly there have 
not been so many efforts at improving the theoretical approaches analyzing the digital divide” (p. 
9).  Hence, three main categories have been identified as the determinant factors of digital 
divide: divide in terms of usage and access, socio-economic factors, and cultural factors. 
The divide in terms of usage and access.  Van Dijk (2006), one of the renowned 
theorists in the research field of the digital divide, defined digital divide as “the gap between 
those who do and do not have access to computers and the Internet” (p. 178).  Fuchs and Horak 
(2008) used the evidence from the United Nations Human Development evaluations conducted in 
March 2006 to demonstrate that this type of physical access is one of the determining factors of 
the digital divide causing lower technology penetration rates and Internet usage in 
underdeveloped nations like Ghana and South Africa.  Further, Wilson (2004) contributed to the 
literature explaining digital divide as an access issue and defined it as “an inequality in access, 
distribution, and use of information and communication technologies between two or more 
populations” (p. 300). 
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Talley (2012) analyzed the digital divide problem through the lens of access to 
technology.  She examined the public middle schools in Maryland to determine the relationship 
between access to technology and student success rate.  Her findings reveal the existence of the 
digital divide among the students who have digital access and the students who do not have 
access.  Other supporting research exists to extend Talley’s (2012) findings regarding 
inequalities created in society due to assess issues.  Castells (2001) illustrated:  
the differentiation between Internet-haves and have-nots adds a fundamental cleavage to 
existing sources of inequality and social exclusion in a complex interaction that appears 
to increase the gap between the promise of the Information Age and its bleak reality for 
many people around the world. (p. 247) 
 
Bertot (2003) provided five dimensions to the technology access issue in digital divide: 
availability of technology, telecommunications, economy for ICT adoption, information access, 
and information literacy.  This raises the question of competency in the sphere of access, which 
might widen the digital divide issue.  Martin (2003) argued: 
When applied to questions of who owns computers or uses the Internet, these analyses 
consistently and automatically show that inequality is decreasing. However, when one 
reframes the analysis in terms of who does not own computers, they demonstrate with 
equal certainty that inequality is rapidly increasing. (p. 4) 
 
It appears that researchers who studied similar geographic areas have concluded contrarily.  
Existing research in this area is completed by comparing underdeveloped countries with 
developed countries.  The different rates at which each geographic location can be digitized was 
also not considered in the current research on physical access to technology. 
Socio-economic factors.  The steady development in the field of information and 
technology implies that the digital divide is a dynamic problem.  The emergence of new 
technologies indicates the digital divide was a natural phenomenon due to affordability (Acilar, 
2011).  Socio-economic factors thus become an integral aspect of the digital divide.  Mbarika 
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(2000) administered paper and web-based surveys through the post and via email to research the 
determinant factors of the digital divide in Africa.  Approximately 70 African 
telecommunications stakeholders who were affiliated with both the government and the private 
sector participated in the survey and contributed a 33% response rate.  Quantitative analysis was 
performed to rank order the factors contributing to a digital divide.  The findings reveal cost, 
politics, geography, and policy strategies contribute to the digital divide in Africa.   
Mbarika (2000) used the quantitative data to shed light on the qualitative findings.  
Adequate evidence was provided by the research data and analysis to support claims made 
regarding obstacles to bridging digital divide.  She also recommended adopting wireless 
technologies to reduce geographical access issues and using foreign funding for financial 
orientation.  This research ties back to the digital divide occurring as a natural phenomenon in 
certain African regions.   
The question of success in deploying intervention techniques arises here.  Interventions 
for bridging the digital divide by privatization and non-governmental efforts in policymaking 
might not prove successful in these underdeveloped African countries due to socio-economic 
conditions prevalent there.  Fuchs and Horak (2008) researched the same problem through the 
lens of apartheid, which made the digital divide a natural phenomenon in the South Africa. 
The Islamabad and Multan regions of Pakistan were studied from late 2006 to early 2009 
to better understand the relationship between the digital divide and socio-economic development 
in Pakistan (Baqir, 2009).  Interpretive research was conducted as a pilot and evolved as time 
progressed.  During the first phase of research, from December 2006 to January 2007, six 
policymakers and six citizens were interviewed.  In the second phase of research, from April 
2008 to May 2008, 15 policymakers and nine citizens were interviewed.  During the final data 
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collection phase, from December 2008 to January 2009, 33 policymakers and 20 citizens were 
interviewed along with the conducting of two focus group discussions with five to six 
participants in each.  Theoretical sampling was used to select citizens and policymakers based on 
gender, domicile, income, and education.  This interpretive research provided evidence that the 
digital divide was affected by socio-economic development in Pakistan and explains why 
policymakers need to attend to citizens’ understanding of socio-economic developments.  The 
findings were similar to results from Costa Rica (Alvear Baez, 2005).  One limitation of Baqir’s 
(2009) dissertation was the non-inclusion of college students who are normally exposed to 
different types of technologies.  
Another contributor emphasizing the influence of education on technology adoption was 
from Alvear Baez (2005).  Her findings on rank order of the sectors that contribute to the digital 
divide in Costa-Rica are based on the analytical hierarchy process and quantitative analysis of 
data gathered.  An expert panel, including 15 members from education, the technology industry, 
and government discussed the impact of various sectors on digital divides.  The study data reveal 
that the digital divide was drastically affected by the standard of education in Costa-Rica.  The 
other sectors influencing the digital divide in terms of their rank order would be economic, 
government, and health sectors. 
Apart from these factors, the notion of the digital divide needs to include connectivity as 
a factor that influences access.  Connectivity is different in underdeveloped countries based on 
socio-economic conditions.  A choice of broadband for the same average income level exists in 
certain regions due to the rise of multinational technology companies.  Other regions still 
experience narrowband connectivity, which does not provide a satisfying experience for the user 
and thus discourages the growth of ICT.  Although current research examines other socio-
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economic factors, there is not much research available on connectivity.  Socio–economic factors 
become a vicious circle; they act as a barrier to technology adoption, and if technology is not 
adopted then socio-economic standards degrade. 
Cultural factors.  Researchers define the digital divide as a complex and dynamic 
problem with multi-dimensions (Acilar, 2011; Ahmed, 2007).  Fuchs and Horak (2008) used 
their evaluations to indicate that apart from physical access to technology and the Internet, 
education, skills, usage and experience, gender, topography, revenue, employment, and culture 
are also determinant factors of the digital divide.  Further, they show statistical data from 1995 to 
2004 on Internet and technology access in Ghana and South Africa indicate the digital divide 
was not closed due to underlying structural inequalities and racism despite fostering 
privatization, liberalization, and investment in the telecommunications sector.  They concluded 
that although post-apartheid has brought formal equality and the telecommunication investments 
and initiatives have increased the physical access of technology in Ghana and South Africa, 
digital apartheid still continues.  Though they address issues of the post-apartheid era, they do 
not explicitly address ethical considerations involved in data collection, analysis, and reporting 
which makes their argument weaker.  This raises the question of success rates with intervention 
techniques in other underdeveloped countries unaffected by apartheid.  
Acilar (2011) examined the digital divide problem through the lens of cultural factors in 
Turkey, a Mediterranean country.  His research assessed the impact of age, gender, educational 
level, and geographic location in bridging the digital divide in Turkey.  Acilar used TurkStats 
2004 to 2010 survey data from male and female populations in the age group of 16 to 74 for a 
period of three months to show that computer and Internet usage is fairly lower in the female 
population irrespective of the age group to which they belong; but the younger generation had 
  
19
more access.  According to Acilar (2011), though Internet access is a popular gauge of the digital 
divide, personal computers and cellular phones are also important ICTs, which is a relevant 
point.  Matic (2006) further strengthened the age-based digital divide phenomena through his 
research in the Istria peninsula where the population below 40 years of age was using 
technology.  Matic explained the aspects of the digital divide in Turkey as an effect of the 
magnitude of the measured variables from the statistical data.  He put forth the problem of the 
rural divide and gender-based divide.  Acilar concluded that the rural and female citizens of 
Turkey lagged behind other residents in ITC usage. 
Other research indicates that this type of gender divide existed in other underdeveloped 
countries, also.  For example, Kvasny, Payton, Mbarika, Amadi, and Meso (2008) examined 
gender perspectives on the digital divide and information technology training in Kenya.  They 
used a qualitative analysis approach and examined full transcripts available from interviewing 63 
fourth-year Bachelor of Business Information Technology (BBIT) students from the Kenyan 
university who were in their 20s.  They analyzed by reading and re-reading the data several times 
to draw correct impressions as the open-ended questions yielded in-depth participant experiences 
and opinions.  The findings resemble Acilar’s (2011) work as they both emphasize that male and 
female students feel there are disparities in degrees of computer literacy and the male population 
believes the disparities are based on age, cost, skills, and awareness.  Kvasny et al.’s (2008) 
research also establishes that motivation for receiving an information technology degree is low 
because there is fear of not finding well-paying jobs and gender bias exists during the hiring 
process in the information and technology sector.  Loan’s (2011) research findings support these 
perceptions and a gender divide among computer science majors was identified.  
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Loan (2011) further illustrated Kashmir Valley’s (a state in India) position regarding the 
use of the Internet and computer technology.  He used a survey method to research 20 
community colleges in the districts of Anantnag, Baramulla, Budgam, Kupwara, Pulwama, and 
Srinagar in the Kashmir Valley.  He distributed questionnaires to collect data from 54,191 
students in the schools of science, computer technology, humanities, business, and commerce in 
the 18–25 year age group.  The survey results were classified on the basis of region, gender, and 
faculty, indicating their reasons for not using the Internet.  The indicators clearly demonstrated 
female students use technology less frequently than male students, and urban students have more 
access to technology than rural students.  Relative to faculty, computer science majors use the 
Internet more frequently than other students.  These findings correlate to Islam and Tsuji’s 
(2011) findings in Bangladesh.  Loan’s (2011) correlated findings help us better understand the 
influence of cultural factors on digital divide; but these findings cannot be automatically applied 
to other regions in underdeveloped countries because the rate of technology adoption could be 
different.  
ICT Deployments 
The concept of ICT (information and communication technology) is evolving to bridge 
the digital divide in underdeveloped countries.  Researchers show the impact of technology on 
improving the economy, which in turn will make it affordable to spread technology.  This leads 
to the second stream of research on the ICT deployments done by corporations, volunteers, non-
governmental organizations (NGOs), and governmental entities.  Researchers are optimistic that 
ICT plays a significant role in improving socio-economic conditions by increasing the GNI 
(gross national income), productivity, development, and employment opportunities and 
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eradicating poverty in the underdeveloped regions and countries (Fong, 2009; Islam &Tsuji’s, 
2011). 
Fong (2009) investigated the relationship between gross national income (GNI) and the 
digital divide by using a regression method.  Her study of 91 lower-middle-income and low-
income countries in 2005 suggests a direct impact of technology on gross national income.  
However, she did not provide the list of 91 countries and there is no clear mention of the 
participants and sites, which limits the scope of her findings.  Surprisingly, the adoption rate of 
the Internet did not have a significant impact on the GNI, according to her research, which 
contradicts the findings of Coppock (2005).  Fong summarized various factors such as market 
conditions; institutional capacity; and socioeconomic equality in digital access, human 
capabilities, government, stakeholders, and infrastructure as relevant factors to the digital divide 
issue (Fong, 2009).  She also claimed that if these factors were not tapped and utilized 
appropriately, then underdeveloped countries will remain latecomers to the ICT revolution and 
economic development will stall. 
Thomas and Parayil (2008) considered all age groups in their research and have also 
contributed richly toward evaluating the influence of socio-economic factors in the digital divide.  
To purely study the non-access-based digital divide, Thomas and Parayil (2008) compared two 
villages in India that had equal access to technology.  The Andhra-Pradesh government launched 
the I-community project to bridge the digital divide in Kuppam village in April 2002, and in 
November, the government of Kerala installed the Akshaya computer literacy program in 
Malappuram.  Three hundred nine households in Kuppam and 381 households in Malappuram 
were surveyed between July and August 2004.  Representative samples of 45 families were 
chosen by random sampling.  The authors remained unbiased in presenting the data on problems 
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facing the community information center and exhaustively analyzed relevant data to support the 
conclusions.  Despite the availability of similar resources, 25% of adults used computers in 
Malappuram, and more content accumulation in a user friendly manner was developed in the 
fields of agriculture, health, and law as noted by Islam and Tsuji (2011) in the context of 
Bangladesh.  
In Kuppam, the lack of education was the showstopper with regard to ICT usage.  
Andhra-Pradesh enjoys a fast growing high-tech economy, but its rural areas are still deprived of 
ICT skills.  Though villages in Kerala had high literacy rates due to educational policies, their 
venture into the high-tech world was minimal.  This illustrates how education is one of the most 
vital factors influencing socio-economic conditions of a region desiring to adopt technology 
(Ahmed, 2007; Islam & Tsuji, 2011). 
Islam and Tsuji’s (2011) research contributions were invaluable to policymakers in 
helping realize the vision of “Digital Bangladesh.”  The researchers conducted a study to 
investigate cultural factors contributing to the digital divide in Bangladesh and they also studied 
ICT initiatives, services offered by the community information centers (CIC), and secondary 
sources such as research reports and articles.  Apart from the data available from the Bangladesh 
Bureau of Statistics on ICTs from 2005 and the Grameenphone community information center 
reports, the researchers conducted telephone surveys in July 2009.  The participants were users 
of 561 CICs.  It is evident from the Bangladesh Bureau of Statistics 2005 data that the urban 
inhabitants were definitely using more ICT services such as telephones and computers than the 
rural population was.  The researchers noted gaps in technological awareness, network 
technology capabilities, local digital content availability, and collaboration of village 
CICs/government.  
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Existing research on low-cost computer-based ICT initiatives strengthens my belief in the 
positive impact of technology on the lives of people in underdeveloped countries.  Silviu, 
Florica, and Alexandru (2010), funded by the University of Bucharest, researched the strengths, 
weaknesses, opportunities, and threats in the deployment of low-cost computer-based ICT in the 
Romanian education system.  Engaging more than 3,500 teachers over the span of two years 
from December 2007 to December 2009, participants were trained through volunteer programs 
to deploy technology.  Silviu et al. (2010) concluded that women were more involved with 
technology after finishing the ICT training program.  They noted that the weakness of this 
program implementation was tied to economic problems, such as a lack of computer systems for 
all schools.  Threats to the program included resistance to change in social, political, and 
educational systems.  Overall, 97% of the participants perceived ICT as an opportunity for socio-
economic development and as an educational reform in Romania.  Silviu et al. (2010) further 
stated that there are three stages for the successful launch of ICT to make its way into the 
curriculum: (a) establishment of human computer interaction programs, (b) development of 
educational training activities, and (c) development of software for human activities. 
Sultan, Woods, and Koo (2011) studied the effect of low-cost computer-based volunteer 
ICT deployment in one-on-one constructive learning environments in Malaysia.  They surveyed 
304 students in 10 schools from 10 different states in Malaysia.  Their findings showed positive 
impacts in five areas: (a) student’s ability to learn about the world, (b) student’s ability to learn 
about research, (c) student’s ability to voice their thoughts, (d) student’s ability to share control 
in learning environments, and (e) student’s ability to negotiate with other students.  Such 
examples are evidence that the digital divide can be bridged by providing ICT tools and skills. 
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Basole (2007) used a mixed methods qualitative and quantitative research approach to 
investigate factors affecting mobile ICT deployment.  An enterprise readiness assessment tool 
that helps in mobile ICT venture decision making was proposed based on this research.  The 
research was conducted in two phases.  In the first phase, 11 academic affiliates and industrialists 
of the Tennenbaum Institute in Georgia, Atlanta was surveyed with web-based questionnaires.  
Participants answered the survey and also reported on the quality of questions and the usability 
of the survey for a larger audience.  After several iterations, the final survey encompassed eight 
questions regarding appropriate indicators that may be used for enterprise readiness decision 
making.  The survey was sent to 109 participants and the data were collected over two weeks 
then coded into spreadsheets.  A thorough literature review was completed to reveal 
opportunities that mobile ICTs provide, such as biometric security, voice-over Internet protocol, 
and artificial intelligence.  Findings included a shortage of resource access, skill access, and 
socio-economic factors, which tended to be broadly consistent with his findings from the 
literature.  
Gyabak and Godina (2011) had an “out of the box approach” to research focused on eight 
fourth grade students of “Jumping Frog School,” which owned laptops donated by corporates for 
digital storytelling in Bhutan.  Their teachers and parents were interviewed as part of the process.  
A constructive dialogue was conducted and documented to evaluate the factors affecting ICT 
diffusion and the use of one laptop per child (OLPC) compared to the Classmate PC (personal 
computer) for digital storytelling in Bhutan.  The research occurred during the winter of 2008 
and the spring of 2009.  Their findings reflected less knowledge access and limited English 
knowledge as obstacles for ICT.  The researchers argued that OLPC had a competitive edge over 
the low cost PC because the screen was visible in sunlight, consumed less power, was less 
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expensive, and had a long range of wireless.  These results are contrary to Silviu et al.’s (2010) 
observations from Romania.  The literature survey was the key determinant factor for this 
conclusion.  Considering that the population sample was extremely small, their conclusion is 
questionable.  Additional research is warranted in order to compare the two technologies.   
Coppock (2005) researched the “Teach to the Future” program, which was one of the 
main collaborative initiatives launched in Mexico in 2000 to create Internet demand.  The 
authors studied these initiatives using qualitative analysis based on the 80 hours of interview 
recordings by formulating common themes and synthesizing them.  From February 2003 to 
March 2004, they interviewed 70 senior executives, managers, and experts working in inter-
organizational collaborations, which deployed ICTs in Mexico.  One of the key findings 
identified, which sustains the IOC’s initiatives and creates a growing market for ICT in 
underdeveloped areas, is to align the collaborator’s priorities and not change them during the 
course of ICT deployment and monitoring.  This study established that in practice, IOC 
initiatives are complex and involve firms, universities, government, and non-profit organizations.  
In theory, these initiatives have only utilized inter-firm collaboration and often ignored the cross-
sector collaboration factor, leading to the failure of initiatives.  This study aids IOC initiatives in 
creating a socio-economic impact by boosting Internet demands in underdeveloped countries.  
Volunteer Identity 
The success rates with ICT intervention techniques exist due to the trainings provided by 
the volunteers in underdeveloped counties.  This leads to the third stream of literature, volunteer 
identity in terms of personal and professional goals.  Wilson (2000) defined volunteering as “any 
activity in which time is given freely to benefit another person, group or cause” (p. 215).  
Volunteering is also perceived as an essential strength for growth and for the creation of 
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inclusive and unified communities.  Volunteer activities are generally classified as free-will 
undertakings that benefit the society without expectant monetary benefits (Acevedo, 2009; 
Hockenos, 2011).  Apart from these definitions of volunteering, Rochester (2006) brings an 
interesting perspective on volunteering as a force for social change or activism that wholly 
depends on the volunteer’s contribution.  He also agrees with Stebbins (1996) that volunteering 
can be considered a leisure activity.  
The different types of volunteering include ad-hoc volunteering, virtual volunteering, 
international volunteering, volunteer tourism, regional volunteering, corporate or 
employee/employer-supported volunteering, professional volunteering, informal volunteering, 
and family and intergenerational volunteering (McBride & Lough, 2010; Smith & Cordery, 
2010).  Although volunteering was classified into different types, the theoretical boundaries of 
volunteering still remain unclear.  McAllum (2014) stated: 
Despite the practical need to cultivate individuals’ engagement with nonprofit 
organizations and theoretical interest in volunteerism across multiple disciplines and 
perspectives, the conceptual boundaries of volunteering remain vague. (p. 84) 
 
McBride and Lough (2010) argued, “those most likely to volunteer internationally are 
young, white, male, highly educated, foreign-born individuals without dependent children in the 
home and not employed full time” (p. 195).  However, their study was limited to 45 participants 
from the north island of New Zealand.  Literature from other sources argue that women 
entrepreneurs and vulnerable and disadvantaged volunteers also participate in appropriate 
volunteering prospects (Acevedo, 2009; Hockenos, 2011). 
Besides serving the general purpose of volunteering, corporate volunteering was widely 
seen as a strategic initiative of corporate social responsibility to help corporations keep up their 
public image (Lockstone‐Binney, Holmes, Smith, & Baum, 2010).  Other varying views on 
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corporate volunteering suggest that it provides new foundations of talent for community 
development and benefits to the society, employees, and company (Do Paco & Nave, 2013). 
Thoits and Hewitt (2001) established that volunteer work and personal well-being are 
closely linked.  They demonstrate that positive consequences flowing from volunteer work result 
in, “happiness, life satisfaction, self-esteem, and a sense of control, good health and lower 
depression” (Thoits & Hewitt, 2001, p. 128).  Their research also indicates that people volunteer 
to learn new skills, express personal values, enhance their self-esteem, and reinforce their career 
goals.  Examining the consequences of volunteering for deploying ICT in underdeveloped 
countries will help improve the volunteer motivation models. 
By emphasizing certain values the organization, and those individuals who work in the 
organization, believe, the volunteers’ identity is strengthened.  Hudson and Inkson (2006) have 
demonstrated, “volunteers had high levels of openness and agreeableness, and career anchors of 
dedication” (p. 304).  This research explored how the ICT deployment experience affects the 
volunteers after they return from their deployments.  
Vandenberg and Scarpello (1994) stated that professional attitude impacts the attitudes 
exhibited by an organization.  Using the personal well-being theory, role identity theory, group 
identity theory, self-efficacy theory, and technical efficacy theory and by focusing on the lived 
experiences of the IEP volunteers, this dissertation hopes to better understand the outcomes of 
volunteering in practice.  With the advent of rapid technological changes, individuals in the IT 
industry need to constantly upgrade their skillsets (Agarwal & Ferratt, 2002).  The way 
individuals identify and associate themselves as members of the profession impacts how they 
sharpen their skills and amplify their career goals.  Many researchers suggest that volunteer roles 
enhance an individual’s experiences in their professional and social roles (Greenhaus & Powell, 
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2006; Sieber, 1974; Thompson & Bunderson, 2001).  As individuals partake in multiple roles in 
society, they are constantly engaging in processes of self-understanding, self-explanation, or self-
definition (Carbaugh, 1994). 
The self-efficacy theory (Erez & Earley, 1993) is perceived as a motivator of the self to 
upgrade career skill-sets.  Self-efficacy is defined as, “the individuals’ perceptions of their ability 
to perform across a variety of different situations” (Judge, Frez, & Bono, 1998, p. 170).  
Technical self-efficacy is, “the belief in oneself to perform in a specific situation” (Brooks et al., 
2011, p. 89).  In the context of ICT deployment, self-efficacy relates to computer skillsets and 
the importance of determining such factors as practice and liveliness (Webster & Martocchio, 
1992).  
The degree to which volunteers trust they are prototypical of IT professionals defines 
their group identity (Ashmore, Deaux, & McLaughlin-Volpe, 2004).  Past volunteer service leads 
to IEP volunteers having an identity that might help enhance their participation in future 
activities.  Callero, Howard, and Piliavin (1987) defined this as the “role-identity model” and 
showed that volunteers’ role identity motivates future volunteer activity.  They examined 
processes that sustained volunteerism to study the “role-identity model.”  This may be 
extrapolated to group identity wherein volunteers are inspired to help others with whom they are 
communally acknowledged (Ashmore et al., 2004).  In this model, when volunteers experience 
prior identification with the disadvantaged group, they become more motivated to serve the 
community.  Cruz (2009) indicated, “If the volunteer role adds some level of meaning for the 
individual, the influence of the volunteer role may enhance the employees work” (p. 225).  This 
will encourage the volunteers to seek future volunteering opportunities that will further 
strengthen their belief system or role identity. 
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Thoits and Hewitt (2001) indicated, “little attention has been paid to the actual 
consequences of volunteer service for individuals’ well-being” (p. 115).  Although the general 
belief was that volunteer work helps the volunteers as well as the community, there is very 
limited research available.  They examined a personal well-being model as a result of 
volunteerism, which they describe as “aspects of personal resources upon which people draw 
when dealing with challenges and difficulties” (Thotis & Hewitt, 2001, p. 118) that allow them 
to meet problems head-on and pursue desired lines of action.  This also enables volunteers to 
pursue their goals more effectively at work.  They also conclude that there is bi-directionality in 
the association between personal well-being and volunteer work.  
Cruz (2009) explored the lived experiences of individuals who engaged in multiple roles.  
He analyzed the ways in which individuals framed their volunteer work in relation to their other 
roles at work and within society.  They furthered their research to study how volunteers managed 
their multiple roles and the impact of their volunteer work on their professional and personal 
identity.  He interviewed 38 individuals (17 male and 21 female) who enacted a minimum of 
three roles (work, relational, and volunteer work).  The participants ranged in age from 21 to 59.  
His study reveals that role collapsing is one of the nascent management techniques utilized to 
handle multiple roles.  In this environment, the individual can simultaneously enact multiple 
roles or one of their roles supports growth in the other.  Cruz (2009) argued, “When one is able 
to collapse work and a volunteer role around certain social commitments, the person is able to 
create a dual platform in which to advance a social cause” (p. 149).  He also concluded that the 
connection between role management and personal identity is a process of mutual influence. 
In 1999, Coco and Short (2004) surveyed local volunteers engaged in a computer facility 
project with 750 households in Indy Estate, a low-employment suburb in southeast Queensland, 
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Australia.  The overall population in this area was constituted of groups of Indigenous, Samoan, 
and Vietnamese people who were mostly youthful and surrounded by industries.  They 
categorized six types of social networks in the computer facility.  The first was a personal and 
friendship network where volunteers were resourceful to their friends and supported each other.  
The second type of network was a skill- and interest-based group.  The third type was 
instrumental in which external volunteers were instrumental in serving the community.  The 
fourth social network was geographical, or similar to group identity.  Two other networks 
included occupational networks where volunteers were paid by their organizations, and civic 
institutional networks, which were action networks designed to further improve society through 
collaboration.  They analyzed the usable data from 317 surveys and three interviews and 
concluded, “when mobilizing such networks, people looked to the bigger picture rather than to 
personal ends, whether those objectives were related to community skills/interests, occupational 
or geographic networks” (Coco & Short, 2004, p. 42).  Putnam (2000) argued, “these social 
networks provide the channels to recruit one another for good deeds” (p. 117).  Not only do these 
social networks serve the welfare of the community, they also help amplify the volunteers’ goals 
and create their personal and professional identities. 
As volunteers have multiple roles in their profession and society, their challenges 
increase (Ashforth, Kreiner, & Fugate, 2000) and in each of their roles, they need to satisfy 
expectations (Kirby, Golden, Medved, Jorgensen, & Buzzanell, 2003).  Brooks et al. (2011) 
studied the individuals’ attachment to the career by examining professional identification.  Over 
a period of three years, they used survey data from 305 individuals working in the IT profession 
across various disciplines in south central United States.  Their research indicated: 
Professional identification is directly impacted by three factors: (1) the individual’s need 
for professional identification; (2) the individual’s perceived similarity to others in the IT 
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profession; and (3) the individual’s perceptions of the IT profession, signifying the 
importance of internalization to identification. (Brooks et al., 2011, p. 87) 
 
Understanding the motive for volunteering was the key to volunteer satisfaction.  
Individuals continue to volunteer when they have a positive experience or learn satisfying 
experiences through their group identity.  Motive fulfillment such as personal or professional 
identity directly correlates to stronger intentions of future volunteering and motivating other 
similar professionals.  Clary et al. (1998) recognized the reasons for volunteering as: (a) values, 
(b) understanding to acquire new learning experiences, (c) to strengthen social relationships, (d) 
to gain occupation related skill, (e) to reduce undesirable outlooks about oneself, and (f) 
enhancement such as to grow and develop.  Rothbard and Dumas (2006) posited that role 
identification is the central factor that influences how volunteers manage multiple roles that 
enhance their skills.  Cruz (2009) referred to personal identity as “a unique set of characteristics 
and attributes an individual possesses that are not shared by other groups” whereas social identity 
is, “the individual’s perception of oneself as a member of the group and one’s emotional affect 
towards the group” (p. 27).  
By studying the experiences of IEP volunteers, this researcher sought to discover how to 
motivate and sharpen volunteer recruitment strategies.  This literature review frames a fruitful 
domain for identifying various aspects of volunteer experiences from a variety of deployments.  
Volunteers may also experience benefits that will enhance their skillset and enhance their 
professional reputation within the organization. 
Summary 
The digital divide is a multi-faceted and dynamic phenomenon.  This research explored 
theory, research, and practice regarding: (a) determinants of the digital divide, (b) ICT 
deployments, and (c) volunteer identity.  These research steams suggested the study of the 
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determinant factors of the digital divide from an access, socio-economic, and cultural perspective 
and analyzed the outcome of ICT deployments through the lens of technology development to 
build hopes and study the ICT volunteers’ experiences.  Through the triangulation of these 
interlocking streams, which affect ICT volunteering experiences, this literature review 
theoretically supported the research questions.  It also provided a context for ICT volunteering to 
apply the intervention techniques such as ICT adoption and diffusion strategies for bridging the 
digital divide in underdeveloped countries. The gaps in the literature identified from the literature 
review were addressed as part of this research.  
  
  
33
Chapter 3: Research Methodology 
Introduction 
IEP is a limited-term volunteer and professional development option for corporate 
employees to support the distribution of low-cost PCs in the world’s underdeveloped countries.  
There are very limited studies on the volunteers who serve for this assignment.  The purpose of 
this narrative research was to explore the challenges, prospects, and experiences of ICT 
volunteers.  By focusing on the stories told by ICT volunteers about creating technological and 
personal connections and building hopes by imparting skills, this research sought to explore how 
ICT volunteering affected their quality of life. 
As discussed in Chapter 1, the following the research questions were posed for this study:  
1. What stories do ICT volunteers share on the meaning of ICT volunteerism in 
underdeveloped countries? 
2. What stories do ICT volunteers tell about their volunteering choices?  
3. How do they describe the effect of their volunteer experience on their personal and 
professional lives? 
This chapter clarifies why the narrative research approach was chosen for this study and 
provides a detailed discussion of the narrative research paradigm.  This chapter also describes the 
research context by including information on the sample population and site description.  The 
research methodology was described in detail including criteria for choosing participants and 
information on invitation, methods integrated, and data collection.  Data analysis procedures, 
timelines for data collection, and the anticipated ethical considerations surrounding the research 
are also discussed. 
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Research Design and Rationale 
A narrative study design was selected to understand the experiences of ICT volunteering 
in underdeveloped countries, seeking a better understanding of the various challenges, prospects, 
and life and professional experiences through the stories told.  The context of the problem and 
the research questions are well suited for a qualitative study.  Ramage (2007) emphasized, “the 
issues surrounding meaningful technology integration are varied and complex” (p. 56). 
Exploring the aspects of ICT volunteering from the volunteer’s perspective is a unique approach 
to exploring the dimensions of international volunteering for technology deployments in the 
underdeveloped countries.  A socially constructed reality emerges from the diverse viewpoints 
revealed by the volunteers who participate in the study.  
A narrative style was better suited for this study as the purpose was to particularize rather 
than generalize.  Merriam (1998) defined narrative researchers as “interested in understanding 
the meaning people have constructed . . . how they make sense of their world and the experiences 
they have in their world” (p. 6).  Narrative research is established on the foundation that “human 
beings are essentially raconteurs who experience the world and interact with others through 
storied lives” (Holley & Colyar, 2009, p. 680).  A narrative methodology gives voice to the 
volunteers who deployed technology in these underdeveloped countries.  As the volunteers 
talked about their experiences in their short-term service, particular emphasis was placed on 
narration centering around what factors influenced them in volunteering for bridging the digital 
divide, what hurdles they experienced while deploying ICT tools, and how their experiences 
have affected them personally and professionally.  From the various experiences of the 
volunteers described through their individual stories, narrative methodology offers a lens though 
which meaning emerges (Riessman, 1993).  In narrative methodology, emphasis was placed on 
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the way the story was told by the participants rather than on thematic content analysis.  Such 
structural analysis of the story about the experiences of the participants might yield a rich restory 
when the researcher retells the story (Riessman, 1993). 
Nash (2004) emphasized that the academic community survives due to the “mutual 
exchange of stories” among its members (p. 2).  The goal of this research was to intentionally 
understand the effect of volunteering within a corporate setting.  As personal interpretation is not 
an escapable part of narrative analysis (Riessman, 1993), this study was influenced by the 
researcher’s interpretations while describing the population and site, framing the interview 
questions, and analyzing themes.  
Site and Population 
Population Description 
Orange Electronics and Manufacturing (OEM) employees have been involved in 
international volunteering for the past 30 years.  Those who have previously participated inspire 
other employees to volunteer for current programs.  Each year, OEM selects high-achieving 
employees for short-term ICT deployments in the world’s underdeveloped countries.  These 
volunteers were selected based on their technical and training capabilities, in addition to their 
multicultural eloquence and a passion for education.  The assignments combine customer 
service, training, and employee skills development with a lived experience in a foreign 
environment.  Volunteer teams prepare by training over a period of two months, and then spend 
about two weeks in the field implementing computer and ICT deployments and training local 
populations including government officials, teachers, and students to assure technological use.  
Approximately 250 IEP volunteers have participated in the deployment of low-cost PCs 
in underdeveloped countries through approximately 60 short-term (two-week) assignments in 
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recent years.  The countries of deployment include Haiti, Ecuador, Bolivia, Senegal, Uganda, 
Rwanda, Namibia, Egypt, Ethiopia, Seychelles, Kenya, Tanzania, Zambia, India, Bangladesh, 
and Vietnam.  The IEP volunteers are professionals employed at one of 17 OEM sites.  
The criteria to apply for volunteer service includes being a full-time OEM employee 
(exempt or nonexempt) for at least one year with the ability to commit to the full duration of the 
assignment.  Manager reference and consent was required to apply for the program.  The 
volunteers go through criminal background checks and have to sign a volunteer/mentorship 
agreement.  The desired qualities sought for volunteers include service motivation, adaptability, 
flexibility, and knowledge of local language and culture.  
In total, eight volunteers, four native born and four foreign born, who participated in ICT 
deployments from one of the OEM sites in Northern California participated in the research.  This 
research included an initial semi-structured interview followed by two unstructured interviews, 
observations, and artifact collection.  Hence, the participants must have been available for 
multiple interviews and were contacted for any clarifications during the course of the research.  
Site Description 
OEM is a Fortune 100 computing solutions company with headquarters in the Silicon 
Valley in Northern California.  It has multiple offices across the Asia Region, Canada, EMEA 
(Europe, the Middle East and Africa), Latin America, and US Regions.  Based on the 2014 OEM 
annual reports, there were more than 100,000 employees worldwide with more than 50% located 
in the United States.  Besides contributing to the computing industry directly, OEM focuses on 
efforts to address educational, environmental, and community service programs.  
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Site Access 
Being an active volunteer for eight years allowed the researcher to receive permission to 
interview the IEP volunteers and gain access from the IEP program manager in OEM.  However, 
there were hurdles in terms of what could legally be published and what will remain as OEM 
confidential material.  Given that this qualitative research design brings out the themes from the 
stories shared by the volunteers based on their experiences and does not measure the outcome of 
the program, the findings were designed to be fully publishable.  The researcher needed to gain 
agreement from the IEP program manager before approaching the participants. 
Research Methods 
Description of Methods Used 
To develop, analyze, and report the experiences of the IEP volunteers, stories were 
gathered using one-on-one semi-structured and unstructured interviews, researcher observations 
during the interviews, and artifacts provided by the participants themselves.  The total time 
expected of participants for this study was approximately 180 minutes.  For each type of method 
used, the next section describes specific details on instrument description, participant selection, 
identification, invitation, and data collection processes.  
One-on-one semi-structured and unstructured interviews.  Three interviews each with 
eight IEP volunteers from OEM were conducted to explore the stories they told about deploying 
ICT tools in underdeveloped countries and to learn how these experiences affected them.  The 
initial semi-structured interview was held face-to-face and lasted approximately 60 minutes.  
Two additional unstructured interviews lasting approximately 60 minutes each were scheduled 
after the initial interview transcriptions were completed and the researcher restoried their 
representation (Riessman, 1993).  Representations were shared with the participants at the 
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second unstructured interview and the conversation deepened.  Again, transcription of the 
individual interviews was completed and the researcher once again reviewed the stories with the 
participants seeking to develop deep, rich and full representation during the third unstructured 
interview.  
Instrument description.  During the interview, qualitative open-ended questions were put 
forth “so that the participants can best voice their experiences unconstrained by any perspectives 
of the researcher or past research findings” (Creswell, 2012, p. 218).  The initial interview was 
conducted in a semi-structured format and revolved around a few guiding questions followed by 
two unstructured interviews (see Appendix A).  The open-ended questions were crafted to seek 
stories aligned to the three guiding questions for this research and also learn the experiences of 
the participants and be able to restory them.  According to Riessman (2008), “the specific 
wording of a question is less important than the interviewer’s emotional attentiveness and 
engagement and the degree of reciprocity in the conversation” (p. 24).  Hence, the researcher was 
emotionally attentive and may or may not have asked additional questions depending on 
participant responses.  According to Cortazzi (2014), the chronology of events or the sequence of 
events in the story sets the narrative research apart from other categories of research.  There was 
a focus on gathering data on the chronology of events while understanding the experiences of the 
IEP volunteers.  
Participant selection.  This study used purposeful sampling, which “is based on the 
assumption that the investigator wants to discover, understand, and gain insight and therefore 
must select a sample from which the most can be learned” (Merriam, 1998, p. 61).  A total of 
eight participants, four native born and four foreign born, were purposefully selected using 
homogenous sampling.  In homogenous sampling, “the researcher purposefully samples 
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individuals or sites based on membership in a subgroup that has defining characteristics” 
(Creswell, 2012, p. 208).  IEP volunteers from the Northern California site of OEM were invited 
via email (see Appendix B) to volunteer to be participants for this research.  The requirement for 
participation was that they were OEM employees and they had to have participated in at least 
one short-term ICT deployment. Due to lack of literature on female and foreign born volunteers, 
from the pool of those who volunteered, four US-born participants and four foreign-born 
participants were selected on a first-come-first-included basis.  Initial interviews were with 
volunteers who met the boundary characteristics.  The interview participants were asked to share 
information about the study with other volunteers, who were engaged in the assignments along 
with them or in the prior years in similar regions, and ask them to volunteer to participate.  
Identification and invitation.  All IEP volunteers from one of the OEM sites in Northern 
California were sent an invitation (see Appendix B) to participate in this narrative study.  Those 
who responded to the email and met the study requirements became participants on a first-
response-first-included basis.  The researcher contacted the participants, upon their agreement to 
take part in the research, to provide an overview of the study including a description of consent.  
Interviews were scheduled for a date and time and a venue was agreed upon by the interviewer 
and the interviewee.  “The purpose of study, the time the interview will take to complete, the 
plans for using the results from the interview, and the availability of a summary of the study 
when the research is completed” was conveyed to the participants before the interview (Creswell, 
2012, p. 221).  Prior to the start of the interview, the consent form was reviewed in detail and the 
participant was asked for consent, evidenced by signing the form.    
Data collection.  When the participants arrived for their initial interview, they first 
reviewed and completed a written consent form (see Appendix C).  The participants were 
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informed that the interview would be recorded using two audio recording devices (one simply for 
back-up).  With the participants’ permission, lapel microphone equipment was hooked to their 
shirts to pick up sound clearly and well (Creswell, 2012).  The interview was recorded using one 
audio recording device as well as Microsoft Lync software recording the interview session as a 
live meeting.  Audio recording was a useful technique to allow for replaying the audio footage 
several times (Goldman-Segall, 1998).  This source allows the researcher to confirm the 
observations, reflections, and interpretation of the lived experiences of the participants.  The 
participants talked for the most part with the researcher guiding the interview with open-ended 
questions.  Sometimes the researcher prompted a deeper response by seeking elaboration.  
Abbreviated short notes were also taken down as field notes during the interview (see Appendix 
D).  After the interview, the audio recordings were transcribed verbatim.  The researcher’s notes 
were added to the transcriptions while she proofread them by listening to the audio recordings.  
The audio files and the transcriptions were stored in a contained drive without Internet access 
and secured in a locked cabinet throughout the study and for three years after the study’s 
conclusion in the primary investigator’s office. 
Observation.  According to Riessman (2008), narrative researchers collect stories during 
fieldwork to create their story about the stories collected.  Field observations provide rich 
information to researchers in a narrative design.  The researcher described the proceedings, 
denoted emotions of the participants during the interview process, and wrote reflective notes 
during the interview (see Appendix D).  
Instrument description.  The researcher took notes based on the observations from the 
multiple interviews.  These notes were expanded after the interview process to accurately reflect 
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the emotional reactions of the participants.  Later, these observation notes were taken into 
account during data analysis to reflect the true experiences of the participants.  
Participant selection.  The same participants who agreed to be interviewed were 
observed during the multiple interview process.  Each interviewee was observed by the 
researcher in an attempt to capture their emotions and collect supplementary data about their 
experiences.  
Identification and invitation.  The participants were made aware that observations would 
be made and noted during the interview process.  Observations took place during the multiple 
interviews. 
Data collection.  The descriptive and reflective field notes were obtained during the 
course of the interview.  The observation notes were logged and recorded along with the 
interview transcriptions for each participant and contained on a drive without Internet access and 
secured in a locked cabinet throughout the study and for three years after the study’s conclusion 
in the primary investigator’s office. 
Artifacts.  Artifacts were gathered throughout the research process to enrich the stories 
represented in the interviews.  Creswell (2012) stated, “Collecting personal documents can 
provide a researcher with a rich source of information” (p. 223).  Especially when the participant 
is not able to recollect the chronology of events at the ICT deployment site, personal documents 
such as diaries, blogs, emails, and journals enrich their representation.   
 Instrument description.  Photos of the records from the IEP volunteers, blogs, and 
articles related to ICT deployments and other personal documents and photographs collected 
from the participants in this research provided an additional data source and helped verify the 
representation of data in this research.  
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Participant selection.  Each interviewee was requested to provide artifacts of any form in 
an attempt to offer supplementary data about their experiences.  Photos of the artifacts were 
taken and the artifacts were returned to participants at the end of each interview session.  The 
IEP Program Manager was requested to share program information and marketing materials.  
Identification and invitation.  After their consent and during the multiple interview 
process, the participants were encouraged to provide artifacts. 
Data collection.  As the artifacts were already available in the form of text or picture, 
they did not have to be transcribed (Creswell, 2012).  Photos of the records from the IEP 
volunteers, blogs, and articles related to ICT deployments and other personal documents and 
photographs collected from the participants were analyzed and coded and their sources were 
authenticated.  The data collected from the artifacts were also stored on multiple hard disks and 
in the locked cabinet in the primary investigator’s office.  Information from the artifacts was also 
represented with pseudonyms and faces in any photos used were blacked out. 
Data Analysis Procedures 
Data analysis is one of the critical elements of the narrative research process (Riessman, 
1993), as it helps with deriving the story from the stories told by the participants.  Creswell 
(2012) outlined a six-step process for analyzing and interpreting qualitative data.  The six steps 
include: (a) preparing and organizing the data for analysis, (b) exploring and coding the data, (c) 
using codes to build description and themes, (d) representing and reporting findings, (e) 
interpreting findings, (f) validating the accuracy of the findings.  This researcher followed the 
above six steps during data analysis and interpretation.  After collecting and transcribing the data 
from various sources such as interviews, observation, and artifacts, the researcher obtained a 
general sense of the data.  According to Creswell (2012), “qualitative researchers produce broad 
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themes or categories from diverse detailed databases. Although the initial analysis consists of 
subdividing the data the final goal is to generate a larger, consolidated picture” (p. 238).  After a 
“preliminary exploratory analysis,” the data were coded so relevant information is grouped 
(Saldaña, 2009).  Then the grouped segments were labeled with codes.  The codes were then 
examined for redundancy and merged into themes.  For validation purposes, the data from 
multiples sources were triangulated.   
Exploring and Coding the Data 
The full transcripts and notes were analyzed by reading and re-reading the data several 
times to draw correct impressions, as the “open-ended questions and probes yield in-depth 
responses about people's experiences, perceptions, opinions, feelings, and knowledge” (Patton, 
2002, p. 4).  After gaining a general sense of the data, the transcript was chunked or segmented 
into portions and labeled with codes.  The participants’ words were used verbatim for naming the 
codes and these codes are called “in vivo codes” (Rossman & Rallis, 1998; Saldaña, 2009).  To 
keep the coding process less overlapping and less laborious “lean coding” was used where 
broader themes are coded as one segment (Saldaña, 2009). 
Using Codes to Build Description and Themes 
The codes are collapsed to themes for analysis and for deriving the answers to the three 
questions guiding the research.  The description was a “detailed rendering of people, places, or 
events in a setting in qualitative research” (Creswell, 2012, p. 247).  For the purpose of 
restorying the lived experiences of the IEP volunteers, the codes were arranged in the form of 
themes to: (a) inform the personal interactions of the volunteers (their viewpoints, feelings, 
emotions, and reactions); (b) provide continuity by considering their past, relating to their 
present, and looking into their future based on their experiences; and (c) provide the situation 
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(context) (Clandinin & Connelly, 2000; Riessman, 2008).  Besides classifying the themes in the 
above three-dimensional structure, the unexpected themes that surfaced as surprises and the 
minor themes or secondary ideas that did not fit into the main themes were also identified.   
Representing and Reporting Findings 
After coding and building themes, the findings were reported to answer the research 
questions.  The chronology of events in the experiences of the IEP volunteers, their description 
of the context, and the connection between the identified themes and literature review are 
presented in the research report.  A discussion on the influence of field experiences on their lives 
is also presented.  Dialogues and direct quotes from the participants were provided as evidence to 
support the identified themes (Saldaña, 2009).  Any tension between the literature review or the 
conceptual framework and the storied narratives of the lives of the IEP volunteers is also 
presented in the report (Riessman, 1993).  
Interpreting Findings 
Narrative research is interpretative in nature (Riessman, 1993).  The researcher stepped 
back and took a “balcony view” at the research findings to interpret the larger meaning and then 
come back to make sense of the findings (Heifetz & Linsky, 2002).  The section on interpretation 
of findings includes a review of the themes and findings, the researcher’s reflection on the big 
picture, and a comparison of the themes with the literature. 
In narrative research, the phrases and words used to describe the experiences of the 
participants might be different from the lived experiences, as the meaning is made by the 
researcher (Riessman, 1993).  Sometimes unintentionally, the researcher may be selective in 
transcribing or interpreting the data.  In this narrative study, the reliability of themes was 
checked by using observation as a data collection method.  Interviews, observations, audio 
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recordings, reflections after the interviews, and artifacts were used to validate the accuracy of the 
themes identified (Johnson & Christensen, 2008).  Presenting counterviews and differing 
perspectives that do not associate with the composed themes preserves the richness of the data 
shared (Riessman, 1993).  Efforts were made to incorporate countering views. 
Engaging in critical self-reflection nurtures an authentic narrative study (Johnson & 
Christensen, 2008; Riessman, 1993).  The research explicitly stated the biases and beliefs to 
counter balance the researcher’s bias and validated the identified themes.  This researcher also 
used the words of the participants as is and without interpreting to preserve the true depiction in 
the findings (Riessman, 1993).  Feedback on the analysis was obtained from the participants to 
yield added credibility to the research (Johnson & Christensen, 2008). 
 
 
Table 1 
Stages of Data Collection 
Activity Date 
Completion of research proposal July, 2014 
IRB Certification – Drexel  August, 2014 
Recruitment of participants September (1st-15th), 2014 
Field Research – Interviews 15th September-November, 2014 
Data Analysis October-December, 2014 
Draft Chapters 4 & 5 December 2014-January, 2015 
Document Revisions February-March, 2015 
Dissertation Celebration April, 2015 
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Table 2 
Data Collection and Analysis Detail 
Month Month 
1 
Month 2 Month 3 Month 4 Month 5 Month 6 
Activities per week  1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 
Interview 1                      
IRB approval x                     
Interview protocol draft review for meeting 
ethics 
 
x            
        
Identify participants for interview and 
initiate email for requesting to participate 
 
x            
        
Gather technology and resource for data 
collection 
 
 x           
        
Finalize participants and confirm the 
interview date, time and venue. 
 
 x x          
        
Get the informed consent form signed and 
conduct the interview lasting 
approximately 60 minutes and observation 
 
  x x x        
        
Collect artifacts for review  
  x x x        
        
Transcribe initial interviews       x x               
Code observation data and artifacts  
    x x       
        
Restory and take this document to 
participants. This document becomes the 
basis for second interview. 
 
     x x x     
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Table 2 (continued)       
Month Month  
1 
Month 2 Month 3 Month 4 Month 5 Month 6 
Activities per week  1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 
Interview 2                      
Interview protocol draft review for meeting 
ethics. Confirm the interview date, time 
and venue with the participant.  
 
        x    
        
Hold 2nd interviews lasting 60 minutes 
using the restory as a basis to deepen and 
enrich the conversation 
 
        x x   
        
Transcribe 2nd interviews. Add to the 
restory and plan to review a final time with 
the participants. 
 
         x x  
        
Interview 3                      
Set up and conduct the final interview 
lasting 60 minutes and observation. 
Review the restory from previous 
interviews. Finalize the restory. 
 
          
 
x 
 
x 
 
 
       
Transcribe and code interview data. 
Analyze the restories and complete data 
analysis by formulating themes. 
 
           x 
 
x 
 
x 
 
 
     
Reporting                       
Report findings; interpret the themes, offer 
limitations, recommendations for future 
research and finish writing chapters 4 & 5.  
 
            
  
 x x x x x 
 
 
x 
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Ethical Considerations 
This narrative study did not pose serious ethical issues; however, participants 
were asked to discuss details of their life experiences in some cases.  According to 
Creswell (2012), “This process requires a sufficient level of trust based on a high level of 
participant disclosure” (p. 230).  Hence, this researcher followed ethical guidelines and 
used fictitious names to protect the privacy of the organization and participants.  Since 
more than 250 IEP volunteers had been part of ICT tool deployments in underdeveloped 
countries, it is difficult for the reader to identify the names of the participants; therefore, 
pseudonyms were used.  Privacy and confidentiality were maintained and names of the 
participants and the organization were not disclosed at any point in time.  During the 
course of the research, there was substantial interaction between the researcher and the 
participants.  It was ensured that the researcher did not have managerial authority in any 
form over those who elected to participate.   
Since “participants give a great deal when they choose to participate in qualitative 
research projects, often revealing intimate details and experiences of their lives,” it was 
essential to seek their feedback on the research report to make sure the researcher was 
representing their views appropriately (Creswell, 2012, p. 232).  A member checking 
technique, whereby participants have an opportunity to reflect and provide feedback on 
their stories, was used for validating this narrative study (Riessman, 1993).  Institutional 
Review Board (IRB) approval was received for this study from Drexel University.  An 
informed consent form was used to obtain permission from paticiapting IEP volunteers.  
The data collected during interviews, observations, other artifacts, the participant consent 
forms, and IRB approval forms were secured on a drive without Internet access and 
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maintained in a locked cabinet at the Principal Investigator’s office.  It will remain so 
for three years after the dissertation is accepted.  Following that, if there is no more use 
for it, data collected for this study will be destroyed.  If additional publications are in 
process, the data will be maintained in the locked cabinet at the Principal Investigator’s 
office. 
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Chapter 4: Findings, Results, and Interpretations 
The purpose of this narrative research was to explore the challenges, prospects, 
and experiences of ICT volunteers.  By focusing on the stories told by ICT volunteers 
about creating technological and personal connections and building hopes by imparting 
skills, this researcher sought to explore how ICT volunteering affects the quality of their 
personal and professional lives after their return.  
As discussed in Chapter 1, the following are the research questions posed in this 
study:  
1. What stories do ICT volunteers share on the meaning of ICT volunteerism in 
underdeveloped countries? 
2. What stories do ICT volunteers tell about their volunteering choices?  
3. How do they describe the effect of their volunteering experience on their 
personal and professional lives? 
This chapter presents the findings, results and interpretations of this study.  The 
research findings emerged from the researcher’s restorying and subsequent coding and 
analysis of the narrative from the stories shared during the interviews, the researcher’s 
observational notes, and collected artifacts.  
Participant Overview 
A total of eight IEP volunteers participated in this narrative study.  Four were 
born in the US and four were foreign born.  They were purposefully selected using 
homogenous sampling.  All the participants were from the Northern California sites of 
OEM and each had participated in at least one short-term ICT deployment.  
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The participants were interviewed three times at a location of their choice.  The 
first interview was a one-to-one semi-structured interview lasting approximately 60 
minutes and the next two conversations were one-to-one unstructured interviews that 
began with the researcher presenting the restorying of the previous conversation.  Two 
digital recorders were used to document each interview and conversation.  The researcher 
took observation notes during the interview and subsequent conversations.  After each 
interview and subsequent conversation, the audio recordings were transcribed verbatim 
and observation notes were added to the transcriptions.  The transcripts were coded 
manually and analyzed to obtain the themes and major findings from this study.  The 
initial interview protocol is found in Appendix A.  The participants were encouraged to 
share any artifacts related to Information and Communication Technology (ICT) 
volunteering.  Pseudonyms are used to protect the confidentiality of each individual.  
Each participant shared his or her experiences during the interview.  Of the eight 
participants, 25% were women born in the US, 25% were men born in the US, 25% were 
foreign-born women, and another 25% were foreign-born men.  Table 3 lists 
demographic characteristics of the sample. 
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Table 3 
Participant Overview 
Name Country 
born 
Gender Years 
at 
OEM 
Position 
at OEM 
IEP 
year 
IEP 
location 
IEP role 
Lira US born Female 15+ Electrical 
Engineer 
2010 Kenya Technical 
trainer 
Amy US born Female 19+ Engineer 2013 Tanzania Teacher 
trainer 
Melanie Foreign 
born 
Female 6+ Electrical 
Engineer 
2013 India and 
Bangladesh 
Developer 
and 
technical 
trainer 
Yuki  Foreign 
born 
Female 13+ Hardware 
design 
Engineer 
2012 Haiti Teacher 
Luther  US born Male 3+ Engineer 2013 Nepal Program 
manager 
Finn US born Male 16+ Engineer 2012 Kenya Program 
manager 
Jack Foreign 
born 
Male 14+ Engineer 2012 India Technical 
lead 
Paul Foreign 
born 
Male 14+ Engineer 2010 India Teacher 
trainer 
 
Lira 
Lira is a US-born female electrical engineer who has worked at OEM for almost 
15 years.  She self-described saying, “I have a passion for teaching and mentoring and 
children and volunteerism.”  Lira’s manager had originally heard about the IEP program 
and knowing Lira’s passion, he encouraged her to apply.  She applied to the IEP 
volunteer program in 2010 and had the opportunity to select her priorities for the site of 
her deployment.  She picked Kenya as her first choice because she had never been to 
Africa.  
  
53
According to Lira, travelling to a non-English speaking site would have meant 
engaging a translator to interact with the people, which she believed would have hindered 
her ability to make direct connections; hence, she sought English-speaking sites.  There 
were only two English-speaking sites on the list of sites planned for that year’s ICT 
deployment.  Thus, she narrowed her first choice to Kenya based on both her travel and 
language preference. 
Lira’s regular work assignments have included a responsibility for delivering 
technical training.  She described herself as the kind of person who understood the 
technical side of things.  She elected to go on the IEP in the role of a technical trainer.  
The other positions needed in the team were program manager specializing in 
networking, an IT person to debug software, and teacher trainer.  She sought to leverage 
her engineering degree and her ability to translate the technical aspects into something 
readily consumable for people without technical training to easily understand.  
The volunteer program was a two-week assignment, plus pre-work and some 
post-work as well.  Once Lira was selected for the IEP volunteer program deployment in 
Kenya, she set off to two towns.  She spent her first week in a town called Thika, about 
45 minutes outside Nairobi and then the second week, Lira was in Kisumu, a city of over 
400,000 in western Kenya. 
Amy 
Amy is also a US-born female Engineer employed at OEM for 19 years.  Her 
mother was born in the US, but her father had migrated from Egypt for his higher 
education.  Amy almost became a teacher before her parents redirected her toward 
engineering.  She is still figuring out if that was a good thing for her.  Given her natural 
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aptitude for teaching, she was inclined to apply for the IEP program as soon as she 
learned about it in 2009.  
Due to work and life situations, Amy could not apply immediately, but she did not 
give up and pursued an application on multiple occasions before being selected for an 
IEP deployment in Tanzania in 2013.  Amy saw IEP as an opportunity to help pass on 
what she has learned, to give back, and provide opportunities to people in 
underdeveloped countries.  
Amy lived overseas in France and Japan before joining OEM and was open to 
living in a foreign country for two weeks, looking forward to knowing the people and 
their culture and understanding their perspectives.  By doing so, she believed she would 
be better able to teach them.  Being immersed in the community and with local teachers, 
she was able to give her best and get the most out her experience in Tanzania.  One of the 
reasons Amy was attracted to the 2013 Tanzania Project was the opportunity to play 
multiple roles.  Her primary role was a teacher trainer; she also provided technical 
backup and support.   
Melanie 
Melanie is a foreign-born female engineer who has worked at OEM for the past 
six plus years.  Before that, she pursued her engineering profession in Massachusetts for 
several years.  When she heard about the IEP opportunity in 2013, there were multiple 
projects across the world and IEP program organizers matched volunteers based on skills.  
Based on Melanie’s language abilities, she was picked for IEP deployment in India and 
Bangladesh, as she knew multiple Indian languages.  
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Three programs were scheduled in India.  One of them was training school 
children to use computers, the second was related to healthcare, and the third was 
building an application to help farmers improve practices of fertilization.  Melanie was 
selected to the fertilizer project because she knew the local language and had several 
years of programming experience in designing mobile applications.  She was delighted 
with the selection and volunteered for any role, as she told the IEP organizers, “I’m fine 
being a developer, being the blogger, the requirements gatherer, the manager even, it 
doesn’t matter, take me.”  She was appointed as one of the developers and she deployed 
the mobile application in both Bangladesh and India in November 2013.  It is notable that 
in November there is no harvesting (traditionally this happens in January, followed by 
another crop in July).  So the timing for the work with the farmers was scheduled when 
the fields were fallow giving ample opportunity to Melanie and her team to interact with 
the locals and equip them for devising an improved future plan.  
Unlike the other participants in the research, Melanie worked for more than three 
months before the IEP program to create the mobile fertilizer applications.  She spent 
countless hours attending phone calls, including late night calls with the other developers 
who were designing similar applications on different devices.  She had to juggle between 
her original day job and volunteer during this period.  Fortunately, two of her regular site 
team members were able to pitch in and devote more time, as their work structure 
changed.  There were high expectations for development of the fertilizer application; 
while the three months of application development were difficult and demanding, the 
work paid off once she was on site in Bangladesh and India.  
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Yuki 
Yuki is a foreign-born female hardware design engineer who has worked at OEM 
for more than 13 years.  She is originally from the Ivory Coast in West Africa.  While 
growing up in the Ivory Coast, she cultivated the habit of helping others.  She learned to 
appreciate that positive changes could be brought to someone’s life with the offer of 
financial help or support in other ways.  
Hailing from this background, she felt quite disconnected sitting at her desk and 
working each day.  When she heard about IEP through the employee communications 
website, campaigning for employees to apply for deployments in 2012, she knew it was 
the calling for her and answered immediately.  In that year, her new year's resolution had 
been to jump into anything that might come her way.  She told herself, “Let me try.  I 
have nothing to lose.  Just apply and see.”  Yuki reflected on what she was doing on a 
daily basis and considered how this deployment might affect her work or family.  She 
asked herself: 
Do I have all the requirements?  Would that impact my work?  Would that impact 
my family because I have four kids?  Working full time and my husband now 
works full time?  But I said, “you know what?  Let me just do it.”  If it is really 
something that I need to do, things will just fall together and then go ahead and do 
it. 
 
Yuki applied to IEP and contacted her manager for a referral.  She shortlisted 
three places.  She was planning to go to a French-speaking country due to her fluency in 
the language.  So choose Senegal, Haiti, and was also interested in Egypt.  She was 
selected for the Haiti IEP deployment.   
By the end of January 2012, she started her preparation and got together with her 
team members.  Together, they familiarized themselves with the technical material, what 
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to expect on site in Haiti, what to be aware of, and how to prepare for travel.  The IEP 
organizers provided them with good information on what to expect of the culture and the 
mindset of people.  The team was well prepared for the deployment.  Yuki went to Haiti 
in early April.  Her role was of a teacher to the students in the lower classes, and she had 
to deliver materials in the classroom based on all the software that was being installed in 
their laptops, coaching the students on how to use it.  
Luther 
Luther is a US-born male engineer employed with OEM for three plus years.  His 
father was born in Mexico and his mother is US-born of Irish descent.  For his regular 
position, Luther frequently travels in Mexico.  
Luther saw an email about IEP in one of the employee newsletters in February 
2013.  He immediately thought, “What?  We can be of service in a third world country?  
And OEM sends these groups, how does this happen?”  Luther was bored with the 
workload at that time and thought he would try something different that might allow him 
to feel he was adding value.  He wanted to get involved and sought out an internal 
customer familiar with the IEP initiative.  His contact instantly encouraged him to seek 
out the opportunity.  Luther consulted with his manager and expressed his interest in the 
IEP.  His manager knew Luther was frequently engaged in community service and 
encouraged him to apply, thinking he would be a good fit.  
Luther applied to the technical project lead role in the 2013 Nepal IEP 
deployment, as it was being sponsored by his division at OEM.  He described that the 
work needed in the Nepal project was aligned with his competencies and in his comfort 
zone.  He was nervous, but he believed he could pull it off.  He stated: 
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I’m the type of guy like I can pull all-nighters for a week if I have to make 
something work, if it’s worth it.  And the value at the end is that it’s gonna’ 
benefit other people.  I literally could probably stay at work four, five days in a 
row.  And so I was prepared for that.  We never had to but there were late days 
and late nights and small sleeping hours.  
 
Luther and his team did many technical preparations and were coached by IEP 
organizers.  In addition, Luther described doing much Internet research on the local 
culture in Nepal in understanding the demographics and location and learning about the 
local companies/schools/organizations and stakeholders with whom he would be 
working.  As a seasoned project lead at OEM, he did not have to prepare for leading and 
running the project.  
Finn 
Finn is a US-born male engineer who has worked with OEM for more than 16 
years.  He had considered a career of becoming a teacher and continues to be interested in 
education.  He also described himself as being passionate about technology.  Finn learned 
about IEP in 2009 when it was first starting.  He thought, “Hey, that's something that's a 
perfect fit.  I mean, it describes everything that I'm very interested and a lot of the skills 
that I'm good at.  I think I'd be a perfect candidate.”  At that time, he was in a position 
where he felt that his chain of command might not be supportive of the endeavor.  He put 
his interest aside.  
Three years later in 2012, his business group was sponsoring a team for IEP and 
Finn was excited because that was the perfect opportunity.  He applied to go to Kenya 
and was selected to be the project manager for the Kenya site at Rusinga Island in May 
2012.  His team had to serve six schools on the island using a mobile lab in 14 days.  
Though Finn was the program manager, because of his passion and skills, he acted as 
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teacher, technologist, and also debugger.  He encouraged his team to wear multiple 
hats like he did and insisted they have a good curriculum to teach in the Kenyan 
classrooms.  
Each day, they visited two schools, one in the morning and one in the afternoon.  
Finn’s team was the third team to go to Rusinga Island.  As part of the preparation and 
training before travelling to Kenya, his team met face-to-face in Northern California.  
Each of them received a low-cost PC for personal experimentation.  Finn described that 
he did unique things during his experimentation.  He took his low-cost PC apart, 
removing the case, hard drive, and network cards; he dismantled it completely and tried 
to put it back together to make it work.  He researched past deployments, looking at 
curricula that were used and software packages and tools that were available as well as 
determining what his team should take to Kenya.   
In preparation for the trip, he created a repository and a drop box.  He loaded a 
portable hard drive with Microsoft service packs to Open Office installers, antivirus 
updates, antivirus packages, and a range of standalone tools for diagnosing and fixing 
various problems.  He took inventory from the team that had been to the same location 
previously, along with the sponsors on site to understand what they had and what they 
needed.  From this he made an extensive packing list that was split amongst the team.  He 
downloaded a standalone version of the Khan Academy videos with a plan to leave them 
with the local instructors after teaching them how to use them.   
Jack 
Jack is a foreign-born engineer employed with OEM for more than 14 years.  He 
heard about IEP in 2009 when the program first began when one of his peers was 
  
60
thinking about applying to IEP.  Jack kept watching the program each year and read 
about the projects offered.  He could not participate in 2010 and 2011 due to a busy work 
and travel schedule.  In 2012, Jack spotted an opportunity with IEP in his birth country.  
The deployment was going to be near his hometown in southern India.  
Jack grew up noticing people were good-natured in his community but were not 
proactively engaged in helping others or volunteering.  After migrating to the United 
States and being exposed to volunteering activities at OEM, Jack determined that he 
wanted to return to India to work on a project helping the schools.  The IEP deployment 
he applied for was a joint venture with a local Mormon church.  The church was offering 
funding to buy low-cost PCs for a village school that had kindergarten through 10th grade.  
Jack applied for the role of technical lead for the India IEP deployment and was selected.  
He had the advantage of speaking the local language.  
His deployment was in October 2012, with the training process started well before 
that time.  His team was trained on the tools and techniques required for deployment of 
the computers in a school.  Jack’s team was the first to deploy a low-cost PC that was 
touch enabled.  At the same time, as the new PC was being launched, Windows 8 
operating system was introduced and loaded on the systems.  It was a learning curve for 
Jack and his team.  He said: 
We had to get familiarized with the tools that we are installing.  It is not just the 
OS that we are installing.  We are also installing some IEP software on top of that 
hardware which was targeted specifically for our schools. 
 
Jack had a junior engineer who assisted him with technical support at the site.  His team 
included two teacher trainers who were responsible for teaching the teachers and a 
program manager responsible for overseeing the team’s activities.  
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Paul 
Paul has been a foreign-born male engineer employed at OEM for more than 14 
years.  He heard about IEP in 2010 and was instantly drawn to the program.  In India, 
before he migrated to the United States, he had volunteered as a teacher in low-income 
communities multiple times.  He was particularly interested in a program targeting 
marginalized girls in India who had never been to school.  OEM was introducing low-
cost PCs to further their empowerment.  Paul applied for IEP deployment in two Indian 
villages in 2010.  He wanted to make use of the IEP opportunity to be able to give back to 
his home. 
Paul was selected and joined a team comprised of five volunteers who provided 
low-cost PC training to about 200 students, 11 teachers, and two administrators.  Each 
member in his team played multiple roles including coordinator, technical trainer, 
network engineer, teacher trainer, photographer, and bloggers at different times.  Paul 
was in a unique position, as he was the one who knew one of the local languages spoken 
in the two tribal villages they visited.  He was often the translator for others on the team, 
in addition to training the teachers and students in the community.  
This IEP initiative was affiliated with a non-governmental organization (NGO) 
that targeted girls’ education specifically.  The NGO had created a one-year residential 
program for girls from ages 9-15 and that equipped them with basic knowledge and skills 
commensurate with the fifth grade.  Each of the two residential schools had about 100 
girls attending.  After a year at the residential school, the students would return to the 
regular school system and start from sixth grade. 
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Findings 
After reviewing the transcripts to gain a general sense of the data, the data 
collected were segmented and labeled with codes.  To keep the coding process less 
overlapping and less laborious, “lean coding” was used in which broader themes were 
coded as one segment (Saldaña, 2009).  The participants’ words were used verbatim for 
naming the codes and these codes are called “in vivo codes” (Rossman & Rallis, 1998; 
Saldaña, 2009).  The codes were collapsed into themes for analysis and the findings 
emerged from the themes.  Dialogues and direct quotes from the participants are provided 
as evidence to support the identified themes (Saldaña, 2009).  After coding, building 
themes, and presenting the findings, the results were interpreted through prior research.  
Any tension between the literature review or the conceptual framework and the storied 
narratives of the lives of the IEP volunteers is also presented in this chapter (Riessman, 
1993).  For validation purposes, the data from multiples sources were triangulated using 
interview data, artifacts, and researcher observations.   
The three major themes identified include: (a) dimensions of the divide, (b) 
bridging the widened gap, and (c) value added from ICT volunteering.  Each of the 
finding has two sub-findings.  A graphical representation of the findings and sub-findings 
is shown in Figure 3.   
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Figure 3. Themes and subthemes. 
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Theme One: Dimensions of the Divide 
The volunteers faced many challenges that related to the digital divide while 
deploying technology in the underdeveloped countries.  Thirty-eight percent (38%) of the 
volunteers described these challenges as “opportunities to work with,” 25% looked at 
them as “boundary conditions,” while the rest defined them as a variety of hurdles and 
concerns they had while travelling and staying in the underdeveloped countries during 
IEP deployments.  They provided examples of the dimensions of the digital divide in 
terms of issues of physical access, culture, education, and environment.  The participants 
shared their experiences in underserved rural areas and described how they managed the 
situations and found opportunities to bridge the gap.  They also shared perspectives and 
concerns they had before they landed at the site of deployment.  Finn explained his 
challenges with the digital divide:  
Every day, there were new challenges and new changes. I mean some of them 
more fairly esoteric.  It's a rocky terrain.  It's a tough environment.  From the 
moment we arrived, we started encountering hurdles.  You know the weather.  It 
rained before we arrived and the roads were terrible.  One of the trucks almost got 
stuck trying to get us to the island.   
 
Experiences in the underserved rural areas.  The participants explained in 
graphic detail about their experiences in the field during ICT deployment in the rural 
areas.  During their deployment, seven of the eight participants (88%) lived in slums with 
extreme climatic conditions, no running water, a shortage of electricity, poor Internet 
connections, and poor transportation facilities while they imparted ICT skills for two 
weeks.  Luther summed up his experience in the underserved rural areas: 
I think there were definitely concerns before we left and concerns when we got 
there, air quality, water, you know, the key essentials.  And there were no optimal 
resources there for us.  And then, going to a country where there wasn’t a lot of 
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statistics on crime, so we have to be concern about security and things like that. 
So, the other thing was the climate.  We were going at a time where it was very 
hot and uncomfortable.  And then, it being third world, we didn’t have 
transportation figured out.  We were unaware that there was a petrol crisis over 
there, a fuel crisis.  So we were impacted by that.  There was quite a few negative 
things but I think in all of it, the only reason why we thought was negative is 
because these are things that are basic necessities that are met every day in the 
US.  
 
Lira had to take multiple modes of transportation to reach the schools in Kenya.  
She travelled by plane to reach the mainland, and then took cars and a ferry to reach the 
schools located in Kimusu town.  There was no electricity or running water in the house 
where they stayed.  She explained: 
The conditions where the people lived were, I mean -- they call it the slum.  They 
don’t have electricity and running water in their own homes, the living conditions 
of the populace were less, I mean . . . a lot of these children are orphans, they 
don’t have parents or they’re cared for by a relative.  And where we stayed there 
was an outhouse there wasn’t running water, you had your hand sanitizer, you 
took. 
 
No electricity or running water.  Solar powered mobile PC labs were created in 
Toyota Rav4 vehicles.  Lira drove around the Island in her Rav4 with a solar panel on top 
charging the low-cost PCs on her way from school to school each day introducing the 
mobile classroom.  The teachers and students brought the desks outside their regular 
classrooms because the extension cord could not reach into the schools.  
She went from school to school, taught each school for an hour due to limited 
solar power and had to wind up her lessons by sunset.  Her team had the power strip 
hooked to the Rav4 and charged their laptops using the solar power, but only two laptops  
could charge at a time because they had only two converters that could charge a two-
pronged charger.  She spent the daytime at the schools and her evenings in the dark.  She 
used her headlights and worked on the low-cost PCs they were servicing with virus 
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protection and standardizing software while the solar powered battery worked.  After 
the battery died each night she remained in the pitch dark listening to the crickets in the 
night.  She noted: 
When my battery died, I stopped working because it was dark, and here (US), you 
never run out of power, you can work all hours of the night, like you have to turn 
your own PC off . . . and there it was like when it was done you’re like, okay, 
we’re sitting in the dark, it was so quiet.  There were crickets. 
 
She and her team also had to work with the teachers who taught computer 
curriculum in the school.  They had to alter their plan for deployment, as the schools did 
not have regular electricity, paper to expend, or printer cartridge ink.  Some of the things 
like the printing demo that Lira’s team planned to do while preparing for the IEP 
deployment, had to be dropped.  She had to get feedback on what ICT tools and skills 
were most needed for the local children.  
On the other site called Thika where Lira travelled “a lot of children were 
orphans; they did not have parents or were cared for by a relative.”  Describing where the 
children lived, “the interesting thing, in Thika, the conditions where the people lived 
were, I mean they call it the slum.  They don’t have electricity and running water in their 
own homes” (Lira).  
Finn’s experience was comparable to the situations Lira faced.  The IEP 
deployment in both their cases was Kenya, but the volunteers were in different parts of 
the country.  Similar to where Lira and her team were, there was no electricity or running 
water in the place Finn visited.  He described the experiences of his team members: 
I mean, this will be a little bit gross but there were also some personal hurdles.  
You know, one of the individuals on my team had never really been out of the US 
before.  He'd never really traveled before.  And the conditions were, I think, very 
surprising for him.  In particular, he really had a hard time with the toilet 
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situation.  Because it's, you know, there was no plumbing.  I mean no 
electricity so there's no running water.  You know, from what I could tell by local 
standards, we had a very nice latrine.  But this was literally a small enclosure and 
a hole in the ground.  I mean, not much unlike you'd find in, various less Western 
places.  But this was a significant problem for some team members.  They 
eventually overcame it by just the urgency of nature. 
 
The absence of electricity not only affected Finn and his team at a personal level, 
but it affected the deployment of the low-cost PCs as well.  His team was also using the 
solar powered mobile PC lab.  The lab, a Toyota Rav4 vehicle with two solar panels on 
the roof and a rack to hold low-cost PCs that stayed onsite, did not work as expected.  
Finn and his team members had to spend time fixing the mobile lab.  
Some of my teammates and I took the case of the inverters apart.  We used digital 
multimeters that we brought with [us] to look at the voltages of all the different 
points of the system to understand where everything is going out of spec.  And we 
discovered there were some faulty soldered inside the inverters.  Some of the 
capacitors were not doing their job, were not soldered down properly. 
 
Due to these unforeseen challenges, Finn and his team had to change their plans on the 
run several times.  The rocky terrain, tough environment, rains, and the terrible roads 
affected them in a big way; their truck got stuck in the marshy roads several times.  Finn 
described: 
Were things as we planned were perfectly executed?  Certainly not.  I think we 
had to change our plans.  You know, I think we were there for 14 days.  We 
probably changed our plans to 38 times.  Every day, there were new challenges 
and new changes.  I mean, some of them more fairly esoteric. 
 
Though there were number of hurdles from the very first day of their arrival, Finn 
seemed to have found opportunities in each of them.  He sounded very positive and 
explained how he managed to work through each situation.  
The day he arrived at the airport in Kenya, his baggage did not fit into the vehicle 
the sponsor sent to pick him up.  Instead of being stuck at the airport for several hours or 
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leaving some bags behind, he hired a car that took him most of the distance toward his 
destination and he worked his way from there.  Despite having four flat tires and getting 
stuck on a sandbar trying to reach the Island, he was optimistic: 
Through the course of the trip, actually that very night, our sponsor and some of 
the locals wanted to take us down to the village to just have a little, some 
cocktails at the bar to get to know each other.  Our car did get stuck.  So, we had a 
nice team-building opportunity to try to dig this car off of the sandbar it was 
wedged on. 
 
Encountering transportation, communication, and health issues.  The other big 
surprise for Finn’s team came on the Island when they participated in a teacher’s 
conference to which teachers had walked three to four hours due to lack of transportation 
and proper roads.  Finn and his team came to an understanding that the curriculum they 
had planned might not work.  The challenges the local population, teachers, and students 
faced and the things they hoped to achieve with technology were independent of the 
planned curriculum.  Instead of going to schools the first working day during the 
deployment, the IEP team spent time with representatives from all the schools, influential 
teachers, and the school administration to revamp their plan for the next two weeks.  Finn 
described: 
This was vastly different than the plan we previously had, how we would service 
these needs.  We wound up splitting the team trainings.  We had time each day 
with the students at the very six schools that we visited.  And then in the evenings, 
we had teacher trainings.  And we split the teachers into two tracks, a beginner's 
track and an advanced track. 
 
Paul’s experience was different from Lira’s and Finn’s in terms of the living 
conditions, and his team did not have to suffer without electricity like the teams in 
Kenya.  Instead, they had issues with communication.  None of the team members knew 
the tribal Indian language that was spoken in the deployment sites except Paul who could 
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understand, but not speak, the language of the tribes.  Paul spoke a local language that 
some teachers understood.  These teachers became the translators to the students, other 
teachers, and his stakeholders on site.  Paul noted: 
They only know the tribal language.  So the challenge over there is multiple times 
. . . and the teachers have some words that they don't know in the traditional 
language so communication sometimes becomes difficult but it's not bad it's 
manageable with them. 
 
He also found the tribal members were shy, which complicated the 
communication process even further.  According to Paul, the teachers who translated had 
the tough job of understanding the IEP volunteers first and then translating it in the tribal 
language for the students.  By the time the students understood the English keyboard, it 
was already time for wrap-up.  Paul says, “it was a slow process, we had to change the 
course, but still we could manage with the stuff . . . given more time we can do, there is 
only so much we can do for the time we stayed.”   
Luther’s experience in third world countries was nothing less than what the other 
participants in this study experienced.  During his visit, the climate was very hot and 
made him uncomfortable.  He noted: 
The elevation was 45 to 5500 feet depending on where you were.  And so it was 
very dry.  Couple days, it might be a little cooler, and humid or smoky but it was 
fairly dry.  And it was in the mornings, it’d be in the 70’s but it would reach 85, 
90 degrees (F) while we were there.  And wearing an air mask on your face and it 
being very smoky and dusty that made it difficult to breath. 
 
Luther and his teammates became sick from the poor air and water quality.  But 
they dealt with the situation and overcame their discomforts as they started understanding 
these were normal to expect in the underdeveloped countries.  Luther stated, “There were 
quite a few negative things but I think in all of it, the only reason why we thought [it] was 
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negative is because these are things that are basic necessities that are met every day in 
the US.” 
Another challenge common to what Finn and Lira experienced was that the labs 
were run with generators where Luther was trying to introduce technology.  But in this 
case, petrol was used to run the generators.  Luther’s team was not aware of the fuel crisis 
going on during their visit.  
I think the fuel crisis had the biggest impact on us.  Because school was relying 
on generators that used fuel to give us power, to run the lab.  And that had the 
biggest impact because we couldn’t show them how to use the computers.  We 
couldn’t deliver the training without the fuel inside these generators.  And there 
just came days where there was no fuel available. 
 
As much as the school welcomed Luther and his team with open arms, they did 
not have the right infrastructure to deploy the planned technologies.  
We’re bringing in high-tech solutions into a low-tech environment.  And I think 
the hurdle was that we didn’t plan well enough for the social-economic 
infrastructure that was in place from electricity to fuel to finances, to internet 
access, technology that’s available, you can’t just go down the street and buy a 
router or a network cables.  You can find somebody that has them but you have to 
then find somebody who knows somebody who has these things. (Luther) 
 
Jack and his team were visiting a school for under-privileged children who came 
from a leprosy-affected zone.  It did not mean that every student had leprosy; it could be 
their parent or another person in the family was affected by the disease.  None of the 
students he came across were crippled or were in a position in which they could not 
continue education.  Jack’s team had to educate themselves on how to interact with 
people affected by leprosy.  They built up their confidence to go there, understanding that 
they would not be affected as long as they did not touch infected people directly.  
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During the deployment, Jack came across students who were not cared for by 
their family, as the parents in leprosy zone sent their kids to work not knowing what to do 
to meet their needs.  He described how, in two cases, the father was addicted to alcohol 
and was very abusive at home, which forced the children out of the home.  Dealing with 
students with this type of background was in itself a challenge.  He described: 
The parents don't have any idea of what to do with their kids.  They just send 
them to work or something like that, or the husband is abusive, so, you go.  It's 
anybody that was in the leprosy zone, they can send their kids over there.  It could 
be your mom or your dad and anybody in your family.  The kids that I met, they 
were all very normal looking kids.  There was nothing wrong with them.  I cannot 
actually imagine anybody that was impacted by leprosy in such a way that they 
cannot continue.  I mean, you see the kids.  They are like running around like 
crazy.   
 
Deploying through political unrest and climatic disturbances.  Melanie was the 
only participant in this study who lived through political unrest during her IEP 
deployment.  When she landed in Bangladesh, there was a curfew.  She said, “Next thing 
you know about the political unrest, and then we just ended up staying very close to the 
office.”  Her team could not stay in a proper boarding and lodging area due to the curfew 
and had to manage living in places close to their work area so they could walk to the 
deployment site.  She was also vigilant about the food, as there were fewer choices.  She 
would get food in the daytime and at night she had to scrounge around.  She survived on 
fruits or sweets from a nearby store that was open until nightfall.  
We were careful about the food.  There weren’t many food options initially.  In 
night, we had to scrounge around and see what is there or we could have eaten at 
the hotel.  And sometimes we may do with fruits and then there was a sweet store, 
so we ate the sweets. 
 
The second site for deployment was India where there were massive typhoons and 
flooding; thence, there were disruptions of power, telecommunication, and Internet 
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access.  Beyond this, she described sanitation and mosquito issues.  Her team had to 
travel four to five hours, approximately 125 miles, each way without bathrooms in rough 
terrain.  Melanie was the only female member of the team who had a bigger hurdle trying 
to manage without bathrooms.  She noted: 
We went sometimes 200 kilometers and hundred kilometers each way then no 
bathrooms there, okay?  And this is something that the project manager said, “Can 
you manage without bathrooms and all that?”  So we did.  And they would tease 
me because I’m the only woman.  Generally in those areas women and children 
had to wait till late night for a little privacy, think whether there might be snakes, 
potholes, others are even in a danger of molesting. 
 
The participants reflected on their experiences in the underserved rural areas, 
describing the challenges of pre-planning without understanding the economic and 
political conditions, living without power and running water, and living through curfews 
and bad weather conditions. 
Perspectives of the divide.  All the participants had traveled for work or personal 
reasons to underdeveloped countries prior to the ICT deployment field trip and had been 
informed of what to expect at the site of deployment.  Seven of the eight participants 
(88%) researched the regions they were going to visit.  They developed perspectives 
based on their research on the Internet, conversations with other volunteers who traveled 
to similar regions for ICT deployment, and also friends and colleagues at work. 
Concerns and questions about basic amenities.  Lira was forewarned by one of 
her colleagues at work who said, “You’re going to take a bucket bath.”  Lira was 
expecting to take a bucket bath, sleep on the ground, and hand-wash her cloths.  But the 
OEM program had hired two local women for a week to cook, draw water for baths, and 
wash their clothes.  She also had concerns about and considered the absence of electricity 
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as a possible hurdle.  But on the island, they had solar power generators if they needed 
electricity.  Though her team had concerns about the basic amenities in the area of 
deployment, the centers they taught in provided them temporary housing with electricity, 
running water, and Internet and were considered upscale compared to the basic amenities 
experienced by others.  
Paul’s perspectives were different as he traveled to a place near his hometown and 
knew what to expect in the tribal villages.  But speaking of his team members who had 
not traveled to India before, he noted, “They were worried to sleep in camps and might 
not have proper facilities, so they had those worries.”  In reality, Paul and his team did 
not have to struggle without basic amenities.  
Finn also thought about the challenges he might face and considered various 
factors such as political stability, security of the region, and general conditions of the 
region.  He explained: 
It was out of my comfort zone, this is in the country I’ve never been, languages I 
don’t speak and audience that I’ve not had a lot of experience with, you know, 
school children.  And then also leading a traveling team.  I’ve never led a team 
overseas like where we were on a project and had all this travel, itineraries and 
things.  So it was a lot of unknown.  And I think that I took into consideration of 
there’s a challenge in itself. 
 
Before traveling, Luther was concerned about the quality of air, water, and personal 
safety.  He said, “going to a country where there wasn’t a lot of statistics on crime, so we 
have to be concern about security and things like that.” 
Making personal preparations.  Yuki’s story is quite unique compared to that of 
the rest of the participants, as she came from the third world country herself and had lived 
in worse conditions than what other participants had experienced during their visits to 
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underdeveloped countries.  She knew nothing could be worse than what she had lived 
with in the past.  She noted, “I think mostly, because of my background, coming from 
underdeveloped country, I can see beneath that.  So, I kind of believe in need for that too 
with the program, and all we need the people will have in Haiti.”  Her challenges to work 
with were mainly related to her family, as she had young children and her husband was 
working full-time.  She garnered full support from her family so she could travel for two 
weeks.  
Melanie explained that she foresaw some of the common hurdles and was 
prepared for them.  She equipped herself by getting all the required vaccines and built 
courage. 
Get all your flu shots; get all the shots you can.  So you don’t become a liability 
when you go there.  So if you get sick, you won’t be useful for your team.  In 
addition what can happen is, you might be a drain on the team.  And it’s not worth 
it.  Then sometimes you have to have your own personal courage and conviction.  
You can’t let everything frighten you alike; we could have easily cancelled that 
trip because of the challenges we saw ahead.  Other hurdles were like, you're 
going to countries where there’s less infrastructure, you're happy if you get to go 
to a bathroom with four walls and a roof with some water running. 
 
Jack knew what to expect during his travels, as he hailed from the same place 
where the ICT deployment was planned.  He gave a heads-up to his team and reminded 
himself, “Do not expect running water, all-time electricity, any comfortable beds or hot 
water facilities and things like that.”  He considered health factors and researched 
extensively about leprosy. 
Leprosy did strike me, so I said, “Okay, what are the precautions?” And so, read 
the medical articles.  Leprosy is not something you can touch and get infected or 
something like that.  It has to be passed through blood or some kind of a liquid, so 
I'm not really sure.  So, that's not unless you can avoid that kind of a contact, 
you're going to be okay.  And if you really want to know more, you can always go 
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and get a health checkup before and after the trip to make sure nothing has 
happened to you. 
 
Theme summary.  The participants experienced the various dimensions of the 
digital divide.  They all experienced firsthand the factors affecting the underserved rural 
areas, prohibiting them from developing an ICT infrastructure and learning the skills.  
The foreign-born participants may have had prior living situations similar to the 
conditions in the field and drew on these in planning with their teams.  The US-born 
participants had a fair understanding of what to expect based on their work-related travel 
from their research over the Internet; however, experiencing a life without electricity, 
running water, and access to vehicles led them to realize that plans made for the program 
roll-out required many on-site accommodations and changes.  
Participants had considered various factors before applying for the opportunity to 
deploy ICT in underdeveloped countries and had developed their perspectives on the 
living conditions.  In some cases, their concerns and perspective were reality and they 
had to manage the situation while other participants did not experience what they 
anticipated generally due to accommodations by the hosts at their sites.   
Theme Two: Bridging the Widened Gap 
Besides the IEP’s goal of ICT deployment in the underdeveloped countries, all the 
participant volunteers personally worked to ensure their efforts were sustained and the 
communities continued to use technology for development beyond the two weeks of their 
stay.  Six of the eight participants (75%) worked with the teachers in the field; they felt it 
was key to train the trainer beyond introducing technology to the students.  They thought 
about times after they returned from the deployment when the students would not have a 
  
76
guide and made every effort to educate the teachers and show them how to use the 
technology effectively.  One of the participants had a unique opportunity to introduce 
sustainable technology to the farming community.  Seven of the eight participants (88%) 
reached out to the community of deployment in their own ways and six of them modified 
their original plans for deployment to tailor to the needs of the community.  The 
participants also made personal connections through the pursuit of IEP.  Five of the IEP 
participants (63%) interviewed have continued to sponsor them for education or offer 
support to them in line with their skills and capabilities.  
Sustaining ICT.  The participants overwhelmingly welcomed the idea of helping 
the communities in the sites of their deployment beyond the two-week period of their stay 
to sustain ICT deployment efforts.  Seven (88%) of the participants are in touch with the 
community through social media and learn about the progress of the teachers and the 
community.  Paul explained: 
I continue to volunteer and after I came back from deployment, I was able to 
interact with the teachers over there and we built a rapport so basically, I gave 
them my full number and email address so that if they had any questions they can 
contact me, and I have been in contact with them for the last four years.  So I talk 
with the teacher once a month and I find out if they are doing fine if they have any 
questions or anything.  And it's not just on a professional level, it's also at a 
personal level. 
 
While preparing for the deployment, five of the eight participants collected 
supplies for schools and distributed them to students in the field as well as mingled with 
the community locally to get feedback on what they wanted to learn and tweaked the 
lesson plans accordingly.  They tried to keep the students enthused with technology based 
fun-filled and informative activities.  Paul mentioned, “we did Word on one day, Excel 
on one day, on the third and fourth day, we actually built Lego sets that we took with us.”  
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After they came back from the deployment, they also associated with the next IEP 
volunteers who visited the underdeveloped countries for deployment of technology to 
keep abreast of the developments. 
Broadening technology access.  Lira had the opportunity to work with three- to 
five-year-old children who walked to the center each day where she was teaching the use 
of low-cost PCs.  She felt that by targeting that demographic she has helped wire the 
brain at a young age with how to learn and exposed the children to technology to support 
them on the learning journey.  She said, “The PCs are really the best thing we can be 
doing for these kids from an educational simulation tied to the curriculum perspective.  It 
really does start them at a young age, opening their minds up to it.”  Apart from working 
with young children, she also worked with pregnant women in the age group of 12 to 21 
and taught them typing skills.  
It was very interesting to learn about the culture because socially it is very not 
well accepted to be an unwed woman, however when you have the baby you are 
welcome back into society as a single mother of the baby so it’s not okay to be an 
unwed pregnant woman but it seems more socially acceptable to be an unwed 
mother.  So, there would be this time when they would be at the center and then 
go back out into the community. 
 
By teaching them typing, she gave them a sense of self-worth during a time when they 
were outcasts.  The skill may also offer job possibilities when they are welcomed back 
into the society with their baby.  
Lira also worked with the local teachers, as some of the teachers would not let the 
students touch the mouse or the students themselves were afraid to navigate on the 
computers.  She noted, “They’re afraid they’re going to break it and if we’re gone who is 
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going to fix it.  It is just why I understand it.”  She helped the students get over their 
fear by helping them approach, touch, and use the computers before she left the site.   
In Kenya, the IEP team that went ahead of Lira’s had installed six applications 
and the children said they were bored using the same ones over and over again.  So Lira 
asked them what they wanted to learn and determined that in the already available 
applications, they had not explored more than one feature in each of them.  Her work 
became focused on helping them explore the existing applications.  She also showed the 
teachers how to make their screen appear on all the students’ PCs as well as how to 
monitor the students’ work.  
Lira noticed how some teachers believed technology might be distracting their 
students.  Lira said they sounded like, “I will endure an hour a week that my kids are 
taken away from their learning to try this thing.”  She worked with the teachers to show 
them how to prepare their students for their high school entrance exams, an important 
marker of the teacher’s effectiveness. 
What I learned about Kenya and the Kenyan school system is, their entire world is 
preparing these children for their KCSE - I don’t remember what KCSE stands 
for.  But when they graduate 8th grade they take a test that basically defines what 
they’re allowed to do in high school and what school they place into if they even 
had the funding to go to high school.  And the teachers job is to ready them for 
this exam. 
 
Lira worked with the teachers and introduced them to specific technology, which 
in turn helped them to coach the students effectively.  The IEP team left a video camera 
for the younger students, which they used to take their pictures; the students began have 
fun and be excited about technology and wanted to keep using it.  Lira said, “And you 
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know, there is a video camera and they get to take their pictures and make faces and 
you know, they were having fun with it, but, it was really neat to see that much 
excitement.”  
Extending beyond those in the classroom.  Based on his experience during his 
visit to the residential school for the under-privileged girls, Paul noted they were very 
dedicated and willing to learn.  He wanted to create more opportunities for them through 
his volunteering efforts.  While onsite, he realized the need for teaching each teacher and 
redeveloped the program into two phases by coaching teachers in the evenings after 
regular school hours.  He and his team conducted special classes for the teachers teaching 
them Microsoft Excel, PowerPoint, and Word and had them do presentations.  He noted: 
So we use to spend the evenings after the school times, between 5 to 8 p.m.  
teaching the teachers.  We had special classes for the teachers, we walked through 
excel, we had PowerPoint presentations and we had them present it.  Ok, so we 
need those kinds of activities.  
 
During the daytime, they split the students into smaller batches and gave them 
basic training on how to type, text, save documents, and share.  To attract the children to 
the low-cost PC he gave them robotic Lego sets and taught them basic modular 
programming.  He helped them build robotic airplanes: 
So we taught them how to do a modular programming and we showed them how 
to build a plane with wings and everything there.  Some of the kids were really 
responsive.  We showed them once and they actually got it.  They could actually 
do programming themselves.  Again it goes back to the concept, when you give 
them the opportunity, they'll learn it. 
 
Paul influenced the other children and villagers using his current students as 
examples.  Many villagers did not bother to send their children to school.  When the 
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schoolgirls described how they were building a flying airplane, the other girls in the 
village and their parents were motivated.  He could draw more people to the school.  
They wanted to learn this so their kids don’t have to go through the misery, so 
that was really nice.  It gets very emotional when you go through the whole 
programming.  Personally it was a life changing experience, I would say that and 
it doesn't just instill patience in you, it puts things in perspective. 
 
When Paul learned the students were only getting an hour per week to play on the 
computers, he worked with the teachers to install games that taught math, the alphabet, 
and reading.  Paul incorporated the teaching games into that one-hour schedule, enriching 
the students’ experience.  
In Haiti, Yuki served at a special school for students from kindergarten through 
fifth grade who came from underprivileged families.  Creole was their primary language, 
but they were being taught English and some French at school.  Since Yuki knew French, 
she was able to communicate with the students who were not fluent in English.  Yuki 
helped the school translate most of the documents into Creole with the help of a local 
woman who knew French and Creole fluently.  She mentioned: 
We had to translate all the documents in Creole.  There was one lady.  She was 
speaking Creole.  She is from there, she is from Haiti, and myself in French.  So, 
we were there, documenting them and translating all of that. 
 
As the students were not fluent in English and could not log into the computers, 
Yuki and her team took pictures of the students and tagged them to their login.  This 
helped the students get comfortable logging in and exploring.  Once they were exploring, 
Yuki saw them grasp the material faster and build their skills navigating.  Similar to Paul, 
Yuki brought in fun activities for the school children in Haiti.  She helped them build 
their own robots.  
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They’ll make those robots work the way they want.  So, it was pretty cool and 
the kids were really excited about that.  We have about 30 kids that we provided 
with, and they used it themselves to design things on their own, and then present 
it to all of us.  It was very moving.  Everybody was almost crying.  You can see in 
the morning they were all excited, can't wait for their turn to come in and lineup.  
Their eyes were like so bright, popping out and you're, like it seems like they 
were not even sleeping, just staying awake for the next day so they will be lined 
up and will get everything ready for them. 
 
Providing needed supplies and resources.  Finn had his daughter and one of his 
teammate's daughters, who were girl scouts, lead a school supplies drive at their school 
before he went to his assignment.  He took five extra suitcases full of pencils, pens, 
papers, crayons, markers, and folders along with him during the IEP deployment.  He 
worked with six different schools and left the supplies with the teachers and 
administrators of each school who made sure that each and every student got their own 
supplies.  During the supplies drive, he also collected used digital cameras, which he 
gave to the teachers.  
Finn taught the teachers how to take a picture using the digital cameras, showed 
them how to transfer pictures to the computer, and then how to put it into a PowerPoint, 
blog, or webpage.  There were different kinds of trees the local population used and 
needed education on them.  The teachers were able to take pictures of the different trees 
and leaves and categorize them in the PowerPoint presentation to explain it to their 
students.  
So, then in the advanced track, there were things like, I mean, people who, some 
teachers who had been with the IEP volunteers before, did things like some more 
advanced Office usage, right?  So, did things like Excel, using Excel to create a 
grade book along with using, you know, formulas to computer percentages and 
tally the final grades, did things like PowerPoint, teach them how to, real 
example, how to make a science lesson.  They used different trees, I think, the 
pictures, the leaves and how they categorize the differences of the trees and how 
to put the presentation together that they could use for the class was useful.  
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Things like Word, like how to write a, you know, a letter using the Word 
processing.  Even with PowerPoint, things like animation and sounds and trying 
to make it more engaging.   
 
Separate from the curriculum, Finn signed a good number of students up for email 
accounts, taught them how to compose emails, read their emails, and also created strong 
passwords.  This helped the students and teachers be in touch with the IEP teams.  Finn 
helped some students start a blog and website using various tools freely available.  He 
continued to follow them on these sites.  
Jack’s IEP deployment was supposed to focus on training the teachers and not 
much interaction with students.  But once the teachers let Jack and his team members 
witness the classes, while introducing technology he was able to assess the issues 
teachers had.  Jack worked with the teachers on those aspects and also helped them focus 
the entire class on a single theme by enabling them to share screens.  He said: 
And they have like 30 students to one teacher, all have time to use this low-cost 
PCs going off doing different things.  So, you had to get them all back to focusing 
on what the teacher is trying to teach in the class rather than going on browsing 
YouTube videos and so on and so forth. 
 
Making a difference in their lives.  Melanie’s experiences were unique in that she 
was helping the farmers with technology.  She was promoting and distributing 
applications, which the farmers could use to identify the soil type and irrigation 
requirement, choose fertilizers and insecticides, know the weather and climate change, 
and ultimately have the best crop yields.  Melanie described truly touching the lives of 
the poor uneducated farmers by teaching them to use the friendly applications that had 
icons or pictures the farmers understood.  
Empowering them (farmers) by giving them a chance to have different revenue 
sources during the farming season and telling them when to apply the fertilizer 
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maybe help them opens up.  And this is affordable.  They might use it for 
education, for their families.  There are other ways that they can use this 
investment of this.  So, I’m just showing them how to use it, you educated them.  
So it felt awesome in multiple levels. 
 
The devices also helped in the education of the farmers’ children and offered a medium 
through which to sell their produce for the best price in the market.  
Melanie was touched by the experience and by ways she could see her product 
make a difference in the lives of the farmers.  
It was great to be able to see end users.  It was awesome to go to the field trials.  
And it was awesome to also know that maybe we’re making a real difference.  
And it’s not like a difference where you just say, hey, I’m donating soup or I’m 
giving clothes to someone.  It’s giving them help in a way that it’s like teaching 
them to fish. 
 
Besides helping the farmers, she left supplies for the students at the school that hosted an 
event for the farmers. 
We also wanted to leave some little gifts for people that we could, whatever T-
shirts, pen, stuff, little things make a difference and that something that we can 
afford so easily here.  We gave the children at the school, which hosted on the last 
day for this entrepreneur meet up. 
 
Personal connections beyond narrowing the gap.  For most of the participants, 
life changed.  They do not take things as lightly now when it comes to education and 
technology; they consider this as privilege.  Their perceptions about technology changed 
after witnessing the access issues in the developing countries, especially seeing the 
students hesitating to even approach a PC when made available.  They made personal 
connections with people who touched their lives and chose to support them in their 
education and life journeys.  
While Amy was in Tanzania, the male teachers were sleeping in tents and the 
female teachers were sleeping in a church.  She had a chance to mingle with the 
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community there in a number of instances and used these interactions as a way to learn 
about the community and how to effectively train them on technology.  She shared her 
experience: 
We were all eating together, a few of us cooked outside, that was actually just a 
great way to build a community and for everybody to go. We see each other; we 
are all sharing the same bathroom and stuff like that.  It was a good way to get to 
know people outside of the classroom.  Because you kind of understood, and then 
people would always come up to you and tell you stories too, about, like, oh this 
is something, you know, maybe you are standing and waiting for the bathroom or 
shower or something and you’re talking to somebody, and they’re sharing a little 
bit of stories and about their background and then you have a better idea of maybe 
how you can teach the material that you’re using to train them. 
 
One fond memory Amy shared was how her Yoga practice drew the community 
closer to her, and how people started approaching her freely for technology related 
questions, which they might not have asked otherwise.  
I actually practiced a lot of yoga and I had brought a very small towel yoga mat 
with me.  The first week when we were there with the group training I get up very 
early and I call my kids or text with my kids or whatever and then I take my yoga 
mat to the, kind of a little center, this kind of make-shift library where the floor is 
all dusty and everything and I kind of went through my yoga practice in the 
morning.  It was very beautiful, I had a picture, a view of Mount Kilimanjaro and 
you know, but it was like open windows and the chicken walking through, you 
know, the library which is just a very non-typical yoga situation that I am used to 
in my studios here.  And then, like again the teachers were all camping out like 
outside and they kind of be looking at the window and wondering what I am 
doing and a couple of them came in and started joining in my yoga and some 
other co-workers came in and then for a few days we were all just doing yoga 
together.  Which was really nice for me because I just never thought that I would 
be, I went there as a teacher trainer, my yoga was the kind of help-me center, but 
that I will be able to bring that part of it. 
 
During her stay in Thika, Lira came across an eighth grade girl Anastasia who 
welcomed the IEP volunteers in Kimusu during their morning school assembly.  Lira 
talked to the director of the school who told her about Anastasia’s family and arranged 
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for Lira to meet her.  Lira was touched by the words of a most ambitious girl battling 
poverty.  
She wanted to be an astronaut and she was telling me about, “When I get up at 
4:30 in the morning,” what was she saying, “The Milky Way is so beautiful at 
4:30 in the morning.”  I am like, “Excuse me, did you just say 4:30 in the 
morning?”  Yeah, “When I get up to do the dishes and prep breakfast for my 
uncle and his family of 11 kids?”  She wasn’t complaining at all.  She was just 
telling me about her day and she just had so much passion for what I love when, I 
am in impossibility and seeing a child who just imagines what she could be 
regardless of her circumstance. 
 
Lira kept in touch with Anastasia’s family after coming back from Kenya and even 
approached the director of the school to find how she might fund Anastasia for her high 
school.  She called the Head and said: 
Can I fund her high school?”  And he said, “Yes, we have people who sponsor 
kids absolutely, we can work that out.”  And I asked what it cost for high school 
and he said well, there’s local school they’re on the island which is about $150 
dollars a year and there’s the next step which is about $253 a year and then there’s 
national which is really expensive.  And I was like, oh, okay, I am an engineer I 
need numbers.  What is really expensive?  Like, oh, it’s really expensive.  And I 
was like, “Okay.”  This is boarding school, you live, its room, board, food and 
they said it’s like a US$1,000 a year.  And I am like, there are people who spend a 
thousand dollars on Starbucks, three bucks a day for coffee, yeah. 
 
She thought about the conversation with the director and a thousand dollars is 
what stood between Anastasia’s ambition and the best education she could have in her 
country.  She called her husband who is also an engineer at OEM and told him that she 
wished to fund Anastasia.  Being a pragmatic engineer, her husband told Lira that they 
might need to consider the other kids in Anastasia’s family so they are not feeling left 
behind and should make arrangements to fund them also.  From that time on, they never 
looked back.  Anastasia is graduating soon and her brother is being funded to go to high 
school now.  Lira explained: 
  
86
She (Anastasia) is a senior, her brother is a freshman and then she has a little 
brother who is my son’s age who is seven and we told the parents, you know, we 
will pay for all of your kids to go to high school and the brother started this year.  
He is like, “Sorry, I am so excited and I hope I am not bothering you and I 
borrowed my friend’s dad phone but oh my-gosh I couldn’t sleep last night, I start 
school and I can’t believe that you’re going to send me to school.” 
 
Lira was moved to see this 14-year-old not being able to sleep over the excitement 
of getting an education; and she is glad her life circumstances have put her in a position 
where she can fund a few students in Africa.  Lira wants to send Anastasia to college to 
earn her technical degree but it seems challenging, as college is more expensive.  She 
said: 
I will possibly find some friends and see if I can get some other folks on board to 
help me fund the college because I don’t want to short change the other kid’s high 
school especially for a girl who has a technical propensity, I want her to be able to 
get a college degree. 
 
Similar to Lira, over the last four years Paul has also been in touch with the tribal 
village teachers whom he met during the IEP deployment.  He interacts with the teachers 
on an ongoing basis and talks to them at least once a month.  He provided them his 
personal phone number and email.  To him, keeping in touch gives him a sense of 
completeness.  He noted, “It feels incomplete if you just drop it off and come back.”  Paul 
works to be connected with them not only on a professional level inquiring about the 
progress of the ICT deployments and answering technical question but also on a personal 
level trying to know the teachers’ community and helping them with anything he could 
possible do.  Paul continues to be a very active member of IEP.  He helps train the 
consecutive batches of volunteers who go for ICT deployments.  Through them, he is 
able to fulfill the needs of the teachers and use the back and forth feedback to make the 
program more effective.  
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Finn also continues to keep in touch with and donates to the Peace Corps IEP 
team left a video camera who are running a local nonprofit in Kenya that sponsors school 
students for fees, uniform, and books. Finn said: 
I'd been donating some money to keeping in touch with them as well. This is kind 
of a neat, a neat story.  When we were there, there was a gentleman.  His name 
was John, who was the first person from this area, this island to go to university 
and study computers.  So, he had been part of the program the previous couple of 
years and he decided he liked it and he went to university with sponsorship of the 
previous IEP member.  So, he came back when we were there and helped with the 
lessons and helped, you know, communicate with some of the students.  And 
actually, we've also sponsored him because he went on, he finished his, I think he 
finished his first year or second year when we were there and, you know, he was 
also trying to get some certifications, you know, the Microsoft certifications and 
whatnot, and didn't have funding for it.  So, a number of us pulled some money 
together to help get him the books and the certification class to do that. 
 
There were also moments when Yuki was touched by the lives of individuals she 
came across who in turn motivated her to give back more to the community.  One 
particular emotional story she shared was of a teacher who sacrificed his family and all 
his possessions to focus on the students in this school.  He had a long-term vision for the 
students and groomed them on all the necessary skills.  He introduced music and yoga 
into their curriculum to create a balanced mindset.  
Every single day, he'll come in class with some classical music there.  Classic 
music and with children, that would be a quiet time from them to slow down and 
then get into the mood and all that.  He taught them some yoga moves, to breathe 
and all that, and then, start with day and all that.  So, everything that he was 
doing, he was not thinking about just today, but he was thinking about 20 years 
from now, what those kids would be, and that's how he was teaching them.  And 
that really, really touched me that we still have this kind of people back there, and 
we need to give them all the help that we have. 
 
She described seeing the teacher reflected in some form or the other in each of the 
students, and that really gave her a different perspective about her ability to change the 
lives of every single one of them.  Yuki developed admiration, respect, and friendship for 
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the principal from what she saw in the two weeks during her deployment.  As the 
students did not even have food at home, the principal served them a huge portion for 
lunch since that was the only meal the students often had in a given day.  Yuki still 
maintains contact with the principal of the school and tries to help in all possible ways. 
Since the school where Jack was deployed was educating students only up to the 
10th grade, he is helping find sponsors to support them in schools, universities, and 
colleges, wherever there is opportunity.  The program manager for his deployment is a 
one-voice contact with the school in rural south India where they deployed technology.  
He directs technical questions to Jack who helps fix issues by providing the steps.  Jack 
remembered: 
He would ping me and say, "Remember what you did to fix the problem?"  And I 
will tell him the series of steps.  And will take the instructions and share it with 
the school and I provided detailed documentation and also best known methods 
for technology introduction to the students.  
 
Theme summary.  Each of these participants described how, in bridging the gap 
between developed and developing countries, they experienced technology as unlocking 
an opportunity for education.  Six of the eight participants noted that the teachers did not 
need coaching on how to be teachers; they knew how to engage students, knew how to 
present the curriculum, and they were brilliant educators, but they did not have 
technology skills in their tool box.  These participants saw it as their responsibility (and 
legacy) to teach them about technology and then let them coach their students.  Apart 
from their agenda of introducing technology to children, they learned to leverage the 
teachers, as teachers were the local cultural experts who knew the children and how the 
children learned.   
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All the participants also ensured each student knew basic computer skills like 
how to turn on; how to safely turn off; how to get on the Internet; and how to not get 
fished, get a virus, or become a victim of identity theft.  Most of the participants sought to 
develop relationships gaining both interpersonal trust and feedback on their technology 
needs.  They also provided them with ICT skills with the goal of boosting their socio-
economic status.  The majority of the participants were moved by the situations in the 
underdeveloped countries and decided to support individuals or organizations to promote 
ICT and education longer term on a personal level.   
Theme Three: Value Added from ICT Volunteering  
The third theme that emerged from the triangulation and analysis of the data is the 
value added gained by the participants who deployed technology in underdeveloped 
countries.  Seventy-five percent of participants described how they benefited 
professionally after their volunteering experience.  They described how their skillsets 
improved and how their personal reputation was enhanced.  The participants mentioned 
they learned new skills or developed the existing skills and were reassured of their 
capabilities.  The strong teamwork influenced them, created a sense of oneness, and 
reinforced their ties to OEM.  Besides the professional development stories, the 
participants described vividly how the experience helped them personally.  Participants 
elucidated how their personal outlook changed regarding the living conditions they enjoy 
on a daily basis.  Volunteering also boosted their confidence level and gave them a sense 
of satisfaction. 
Professional development.  Six of the eight participants described how they 
benefited professionally from their experiences during the IEP deployment.  From the 
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experience, they came to an understanding that the product is about the users, not about 
the makers or the technical precision.  They described that they learned the value of 
beginning from the customer experience and then using their engineering background to 
meet the needs of the customers.  They also took pride in sharing how they improved 
their skills and partnered better in their jobs.  They networked more and connected to 
vision of the company. 
A different perspective of the job.  Lira spoke about how her experience helped 
her immensely in gaining a different perspective of her job at OEM.  She was able to 
experience what the users and students wanted and that helped her shape her job when 
she came back from deployment.  
Our technical experts figured out how to use the software, but, and I went through 
the 16 steps but it doesn’t matter how technically accurate your guidance is if the 
user isn’t comfortable experiencing it.  And that taught me so much about user 
experience and how we need to design our products.  We are dealing with Sesame 
Street Elmo Software.  I am not learning anything rocket science, right?  These 
are four year olds, but, what I learned both from my colleagues and their technical 
strengths, and from the experience of teaching and interacting with users, so 
informed my job when I came back here to OEM.  And as an Engineering 
Manager and as, you know my business unit design software and learning, I don’t 
care if it’s technically right.  If it is not usable you failed.  So that was very, very 
educational. 
 
She came back believing there was a greater need for factors like customer ease 
and comfort to be considered while designing products at OEM.  This experience 
informed her of changes she needed to bring on a professional level and helped her in 
expanding her career.  Another dimension she described was how she had expanded her 
access within the company after she came back from the deployment by being in close 
association with the other members of the IEP team and going to them for advice from 
time to time.  
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The people I have in my network, you know, those five other people, I’ve gone 
to for mentoring, for advice for when I am getting out of my comfort zone, I need 
to learn I need to find a connection in sales and marketing who deals with X.  
Hey, our program manager actually had some really good tips on YouTube 
channels and references and people and so having that connection to other people 
is just another end when you need to expand your horizons or scope at OEM. 
 
At his deployment, Finn developed the confidence to dismantle and assemble 
low-cost PCs, seeking the root cause issue in units that did not work.  He also gained 
project management and interpersonal skills through the IEP deployment experience.  
Like Lira, he came away with an understanding from the stakeholder’s perspective.  
Professionally, you know, some of the skills that I gained by working through 
this, by working with people who are not OEM, who are not technology oriented, 
who are not, you know, not raised in the same culture, the corporate culture that 
we are, working with the teachers and the NGO, I think, it helped me see 
differently some of the management skills.  You know, when you're working with 
people in an NGO or in a nonprofit type environment, you have to speak a 
different language.  You have to speak in terms that the person would value.  
They don't have the same pressures that you have in the corporate environment.  
You have to negotiate differently and communicate differently in the 
intrapersonal level.  And I've taken also those lessons and I'd been able to apply 
that in OEM, and I found it's helped my ability to influence others and get things 
done in a friendly way. (Finn) 
 
Luther also mentioned he gained interpersonal skills and sharpened his leadership 
skills by leading the IEP team in a challenging environment.  He mentioned, “the leader 
spot was kind of a challenge to step up and see if you could lead this people successfully, 
keep them motivated and on track.”  The experience provided him with an understanding 
of his capabilities and instilled confidence in him with regard to leading a team. 
Melanie relished the experience and brought back learnings from the site to her 
everyday work at OEM.  She understood the need for not only keeping up with the 
technology but for making sure the solution worked for different parts of the world in 
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terms of compatibility and cost efficiency.  Similarly to Finn, she savored the 
experience of working with different stakeholders and gaining influencing skills.  
According to her: 
I did bring back some things like, from OEM, like we need to make systems that 
are affordable.  And so I think from a leadership standpoint, I know a lot more 
now.  And we still need work on the products in different ways because our 
solution just won’t work across countries.  So it tells you it’s not easy.  But it also 
tells you, you can make a difference.  And it was nice. 
 
Touching the lives of people.  Yuki returned better able to connect to her day job 
and to the vision of her company.  She is highly motivated on a professional level to 
contribute toward building technology, as she understands how it touches the lives of 
people in the underdeveloped countries.  She stated:  
I know who, which kid is going to touch.  And it's not just some rich kid here.  It's 
the one that doesn't have water, doesn't have the experience at home, has to cook 
by itself and get burned.  I've seen that some kids will come to school burned 
because there's nobody at home.  They have to feed their younger brother or 
sister, and they lift a pot, and then they get burned, but the next thing, they're up 
and running to go to school to learn how to use the computer so that they can 
open up their mind and see great thing, and I see that connection.  For me, it's 
amazing.   
 
Amy learned the skills to turn frustration into productive things in the fast-paced 
environment like OEM.  After returning from the IEP deployment, she is always seeking 
ways to support people, being open to ideas, working better in a team, and being 
innovative.  While she was in Tanzania, her team noticed how the students and teachers 
were struggling to shut down the low-cost PC and were frustrated with the different steps.  
They worked together to create an icon or a short cut for turning off the PC.  She noted: 
I think, we get a little defensive and we’re really too quick to shut down people, 
but the experience made me realize that this is like, how many times when people 
have given me something they are frustrated about and how we take that 
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frustration and turn it into something that’s innovative or like, “Oh, so what we 
really need to do is this.” 
 
Personal development.  Volunteering for ICT deployment in underdeveloped 
countries helped the participants develop on a personal level as well.  Six of the 
participants (75%) witnessed how people with different strengths were able to 
complement each other in their work.  They developed greater respect for other people 
and were able to appreciate the value each person brought to the table.  The participants 
also described being able to accept what they have, appreciate it more, and share.  The 
opportunity provided them with a sense of accomplishment and boosted their self-
confidence.  After living in the underdeveloped countries for two weeks, they also 
developed appreciation for the basic amenities they unknowingly enjoyed while living in 
the US and now considered them to be a privilege. 
A new worldview changes the focus.  Lira appreciates the daily life she enjoys 
and knows how each penny is precious in the underdeveloped countries.  She does not 
take life here for granted after her IEP experience.  She has not shared the pictures of her 
home in the United States with Anastasia and her brother whom she sponsors for high 
school because she is embarrassed to show the luxury of life here compared to no 
running-water toilets in Kenya and the simple life people lead there.  She shared an 
instance when she met Barack Obama’s grandmother in Kenya during her two-week stay: 
She has a house, you know, because it is in the slums, it is literally cardboard 
boxes and corrugated tent.  Her house would fit in the master bedroom bathroom 
quadrant of my home.  And I am just like, I felt horrible. 
 
Since returning to the United States, she has been valuing every natural resource 
she uses and considers it a luxury and is thankful for it.  She also wishes every employee 
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from OEM engaged in IEP deployment at least once to be able to appreciate and be 
cognizant of the lifestyle they are leading.  Talking about how precious running water is, 
she added: 
We use in our house, in my work, you know, you flush the toilet and you turn on 
the water and you would wash your hands with hot running water.  And it was at 
least three days before I didn’t have that, “Wow, look.”  Look how spoiled I am at 
running water.  I wish more people could have that experience. 
 
Though there were a number of hurdles in the underdeveloped countries, she 
enjoyed even the absence of electric power.  When she was on the island in Kenya, there 
was no power after the sunset; it was surreal and she talked about politics, philosophy, 
and education with her colleagues.  She explained: 
It was just quiet and isolated and in our busy world your brain just doesn’t turn off 
and your power does not turn off and you just didn’t have that serene, it’s quiet, it 
was really, you know, you are talking to these five brilliant colleagues to listen to 
their stories, you know, why are you here, why did you come, what’s your 
experience. 
 
Overall, she felt helping people use technology in an underdeveloped country 
changed her character, leadership, and management style.  She thinks of this experience 
as an investment.  She noted: 
It was interesting because even while we were there we had people who were 
debugging machines and scanning viruses and installing software and I am so in 
awe of what they bring to it and they are like you go beyond that classroom.  And 
I love that they take those strengths of all the different team members and you get 
to apply what you’re great at and really bring that value and everybody respects 
the other person’s greatness. 
  
Paul was amazed to see how the students from the tribal village were very 
organized in the residential school.  He and his teammates observed the schedule the 
students followed in the residential school and wished the children in the United States 
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could show more dedication to their studies and the activities in which they engaged.  
Paul described the daily life of the students stating: 
If you look at their day schedule they wake up at four thirty in the morning, they 
study for hour on their own, after that they get ready, everyone gets involved in 
cooking their breakfast.  Everyone cooks their breakfast, washes their clothes, get 
everything done.  By seven food is ready, breakfast is ready.  Seven to eight, 
they'll assemble in a big hall, they eat together.  They identify five kids every day 
to serve the food, clean up and everything.  Once they have their breakfast then 
the class starts at nine in the morning.  Between nine to one is when they have 
classes.  One to two thirty is when they have lunch and again everyone is very 
organized, they go sit in their places, they identify five kids and they go and serve 
food.  After that 2:30 to 5:30 is when they have classes again. After 5:30 they’ll 
play for 30 minutes till 6. Then they freshen up and everything and help in 
cooking dinner.  From 8 to 10 is when they have their prayer and then the kids 
have their dinner and everything.  After 10 o’clock, if they want they can study 
for one hour, or they can sleep, and that's their schedule. 
 
Paul and his team were amazed to see the dedication, routine, discipline, and commitment 
the students had.  The more they experienced this every day, they more they wanted to 
emulate a disciplined livelihood.   
Finn’s admiration for his company was enhanced by the opportunity to gain the 
experience in the underdeveloped country.  He described his experience as changing his 
worldviews by experiencing firsthand the struggle happening every day.   
The experience I mean, well, was to change the world, to improve the world, but 
also as a career growth and personal growth opportunity for OEM employees.  I 
mean, it has benefits in so many levels.  I mean, for me, personally, it really 
changed my worldview when I see things in Africa a little bit differently.  You 
know, it also brought me back to work invigorated, reinvigorated to try to make a 
bigger difference both in my workplace but also in my community. 
 
Paul also gained a bigger appreciation for the other cultures and people who are living 
their lives without all the luxuries present in the United States. 
Appreciating experiences, appreciating difference.  Finn and his team had 
scheduled a safari after the two-week deployment in Kenya was over.  They had a 
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bonding experience by debriefing and reflecting on each of their experiences, some 
similar and others different.  
That was, for me, that was a very valuable part for my personal growth, to be able 
to talk to others about what I'd felt.  Being able to have this special time with my 
teammates, we were able to, you know, have some very rewarding and very 
intense discussions at times about the program and what we just taught. 
 
Luther gained a fond attachment to the people and culture of Nepal in a unique 
way.  He had just returned from China before going to Nepal for the IEP deployment.  
His experience in China was not positive.  When he was in Nepal he initially saw 
similarities between China and Nepal.  When he also fell sick from the food during the 
first week of IEP deployment, he thought he would never come back to Nepal.  But the 
love of the locals and the warm culture proved him wrong.  The people were very 
friendly and took care of him in such a way that he fell in love with the culture in Nepal.  
He soon started seeing the differences in the cultures of the two countries.   
It took me getting to know the teachers and the administration and the local 
people like, I would have to go to the same location to get points on my telephone 
or to get water or we’d go shopping through the markets.  And you would see the 
same vendors each day.  And they were just so friendly.  And they seem like they 
just have this natural love, this friendliness.  And I found that many nights you 
could just be walking down the street and you will hear Pearl Jam or Creed or 
Metallica, all these bands that were so popular in the 90s.  And it would draw us 
in.  And then you meet the bands and they’re so nice.  And the people who run 
these clubs and things and they were just so friendly and welcoming. 
 
Besides this, Luther grew mentally tough and it stretched him.  It helped him recover 
faster and also be open to trying new things. 
I would look at foods over there and I’m like, “Hmm, I don’t like.”  Normally, I 
wouldn’t try it.  I would just look at it and go, hmm.  But I tried it out of just 
being polite. A nd then I am, this is good.  I want more of this.  And I learned 
about all these foods that I had never been exposed to.  I learned a lot about the 
culture that I hadn’t been exposed to.  And what it did is, again, it reignited 
another fire in me which is, I wanna go back to Nepal.  I made friends there.  I’ve 
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got a friend there that I stay in contact with that is local to Nepal.  And 
hopefully one day we will go and do some backpacking trips, so it just woke up 
this whole new world for me. 
 
Believing in oneself.  The experience was rewarding for Luther in that it 
reconfirmed that he could lead and motivate a team; it made him believe in himself once 
again.  He got answers to all his questions such as, “Can I lead the others?  Can I lead a 
team to be motivated and highly productive?  Can I lead on this level for OEM;  can I 
still do it?”  Apart from instilling confidence he said it also: 
Opened up my eyes, my mind, my heart, my energy to like, what’s next?  What 
else does OEM need help with?  What else does IEP need help with?  What does 
my current organization need help with?  I’m ready to go like, it really boosted 
that. 
 
Luther was able to identify more with OEM and he reestablished his love for 
service.  
My self-identity is no longer, “Can I be of service as a painter, as a manual labor 
or where my local community needs me.  But also, are there other global 
organizations in this world that could use people like me to help implement 
technology solutions in third world countries where folks like me aren’t readily 
available? 
 
Luther had a powerful personal transformation.  He came back very irritated with 
family and friends and no longer had a high tolerance for their complaints about 
materialistic things such as food and transportation.  He did not realize he was getting 
impatient with his kids who, after he came back from IEP deployment, complained about 
electronic devices or television.  His ex-wife alerted him to this change and that is when 
he realized he was no longer the same person after his IEP deployment.  His response 
was, “I see what most of these worlds don’t have.  The luxury that we have and it irritates 
  
98
me that you and the kids and some of our friends complained about things that are 
benefits to us.”  
Yuki saw changes in her personal life from the time she was chosen for the IEP 
deployment.  She and her family were excited before her travel and her family was also 
very concerned for Yuki.  The excitement and concern she had before the deployment 
changed to fulfillment of a calling from inside and a deep appreciation for everyday life 
after the deployment.  She said the experience was: 
Really fulfilling that if I really want to do even more, I can.  Nothing is stopping 
me and I can, and I felt that each kid that I touch was something that you can't put 
a price on it.  Definitely, you can't put a price on it.  And so, I came back.  I was 
all smiling.  But just the fact that you can actually impact somebody's life just by 
doing just two weeks trip from your cube without any background or any 
specialty was amazing.  So my take also the way I see the world now is different 
and every day I appreciate what we do at OEM here personally. 
 
At home, Yuki reminded her children about what they have and what other people 
do not have, and they see every opportunity to think about the children in the 
underdeveloped counties and think that their life has to be shared with other people.  Her 
hope is that her children can positively impact the lives of children in need.  She added, 
“Just by spending time with the kid, you can transform their lives.  So, I have four kids 
and I hope that will make a change in their lives for maybe 20 kids or something like 
that.”  For Yuki, the experience was an inward journey.  It was a calling or a spiritual 
journey showing her the path to her life and giving meaning to who she is.  She noted: 
I don't know, but someone greater than me knows.  I may not have the answer 
now, but I know that something different is happening in my life.  Maybe it was a 
spiritual path. It's like getting out of your body and then, looking to something.  
Okay, so, you're no longer there.  I wanted to be fully engaged, fully living that 
moment. 
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Through her experiences, Yuki described herself as becoming more involved in 
helping to better the lives of others.  Since returning from her deployment, Yuki and her 
family visited the country of her birth.  Based on this experience, the family decided to 
offer support to the school Yuki attended.  
For Melanie it was an opportunity in which she took command to help change the 
world to make it a level playing field.  Beyond taking part in making greater technology 
in the corporate world, she has an understanding that she has a greater responsibility to 
the society.  She appreciates the amenities she enjoys in her day-to-day life more than 
before.  She noted: 
And in this randomness of life in this lottery of life, we got lucky that we had 
parents and we had education and we had food and water.  And there are others 
that don’t have that and we in that lottery could have been there. 
 
Jack made good friends at the site who welcomed him to meet them either at the 
school or outside whenever he visited the country.  Amy recalled the two weeks in 
Tanzania as the happiest time in her life so far.  She relished the experience of working 
with a team of people who shared similar goals and were focused on achieving them. 
Theme summary.  The experience made the ICT volunteers think of newer ways 
to make use of technology.  They saw new ways of teaching and learning, saw how 
technology products can be used, and understood how shifts can be made in approaching 
emerging markets at a professional level.  Overall, the experience left them with a sense 
of fulfillment, left them feeling good about what they achieved, and felt rewarding.  It 
also reminded the participants how privileged they were in life and to enjoy amenities 
they considered basic; it motivated them share what they have.  After coming back from 
the deployment, most of the participants felt much more appreciation for underdeveloped 
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countries and their lifestyle and became very self-aware about essential necessities.  
Though the volunteers seemed to have managed multiple roles and hurdles in the field, 
there was a positive impact of their volunteer work on their professional and personal 
lives. 
Results and Interpretations 
The results that emerged from the findings section are discussed in this part of the 
chapter along with an interpretive discussion of the themes and subthemes.  The three key 
results that developed from the findings are discussed in relation to prior literature.  
These results and interpretations further inform the conclusions and recommendations 
presented in the final chapter.   
Result One: Oftentimes ICT Volunteers See Digital Divide Challenges as 
Opportunities While Leveling the Playing Field. 
 
The study participants frequently referred to the different forms of the digital 
divide and how they had to be managed in the field while deploying ICT tools in 
underdeveloped countries.  They described how their experiences with the lack of 
electricity, and limited basic amenities and education opportunities played a crucial role 
in deploying the technology.  This reflects prior research that suggested the digital divide 
is a dynamic problem and the emergence of new technologies creates a natural 
phenomenon making it difficult for ICT deployments to penetrate underdeveloped 
countries (Acilar, 2011; Mbarika, 2000).  
The research participants told stories that illuminated the choices they made to 
work around the conditions and the hurdles they came across.  They chose to draw from 
their love of helping others, teaching, and having a strong penchant for philanthropy to 
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find a way to make things happen with a goal to do good in the world.  The 
participants agreed that the inconveniences were trivial compared to the opportunity to 
experience the differences they were able to make.  They noticed that because they were 
delivering and teaching technology their professional identities were furthered.  This 
reaffirmed Carbaugh’s (1994) research that as individuals partake in multiple roles in 
society, they are constantly engaging in the process of self-understanding, self-
explanation, or self-definition.  Also, the study participants spoke about how they were 
motivated to pursue being of service to others by leveraging their strengths.  
The participants oftentimes described choosing volunteer assignments that were 
connected to the nature of their work.  According to these participants, IEP deployments 
offered them the unique opportunity to connect being of service to others to what they did 
for a living.  Multiple participants echoed each other when speaking about how the 
experience furthered their self-understanding and confidence.  Their descriptions align 
with the technical self-efficacy theory, which concluded that belief in one’s technical 
strength boosts performance in specific situations related to their work (Brooks et al., 
2011).  Though there were challenges in all the field deployments, the participants 
revealed that they remained in their comfort zone, as they knew the technology.   
Result Two: ICT Volunteering Touches the Lives of People in Underdeveloped 
Countries and Also Alters the Landscape of the Digital Divide. 
 
Drawing strength from their diverse backgrounds, skillsets, and understanding of 
underdeveloped countries and by gaining a lived understanding of the vision of OEM, the 
participants of this study talked about how, through relationship and projects, they were 
able to transform the lives of the people they met in the underdeveloped countries.  They 
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described how they were continuing to support students from their assignment 
location in further educational endeavors and discussed how the value of ICT skills 
helped them further their education and careers.  This aligns with Sultan et al.’s (2011) 
findings that low-cost ICT deployments by volunteers have long-term positive impacts on 
students’ education. 
They study participants spoke about how when one teacher or student stepped in 
as the technology designer and trainer after the ICT deployments, the other locals were 
more motivated to learn.  The four participants who spoke the local language or dialect 
described the value of being able to effectively communicate with their clients.  Paul, 
Jack, Melanie, and Yuki used their first-language experiences to influence the people on 
the other side of the digital divide.  Thomas and Parayil (2008) similarly concluded that 
leveraging local knowledge and strategies was effective in challenging the digital divide 
issue, where the presence of an educated population boosted the use of ICT tools by 
others in the village.   
The four women participants explained how they took up all possible roles at their 
site of deployments from being a teacher, to trainer, to program manager and technician.  
This counters McBride and Lough’s (2010) findings that international volunteers are 
typically young, white, male, or foreign-born individuals who are not employed full-time.  
The deployments allowed young men and women to learn ICT skills despite their gender.  
Paul shared his story of working with a girls school in an Indian village and described 
how his work with the young women was altering the landscape of gender-based 
technology (Pierce, 2006).  
  
103
Result Three: There is a Recurring Association Between Corporate 
Volunteering and Volunteer Benefit. 
 
Professional collaboration led to strong personal connections at the deployment 
sites and enhanced the participants’ social and relationship skills.  While partnering 
during the ICT deployments, the participants mentioned they were able to identify with 
the other volunteers in their group and with IEP as a whole.  Prior research has suggested 
that volunteer roles enhance an individual’s experiences in their professional and social 
roles (Greenhaus & Powell, 2006; Sieber, 1974; Thompson & Bunderson, 2001).  The 
participants recollected how their IEP deployment helped them boost job-related skillsets, 
enhance their professional reputation within the OEM organization, and foster their 
community involvement on local and global levels.  In alignment with the literature on 
corporate volunteering, this suggests that programs like IEP provide further talent for 
community development and offer ongoing benefits to society, employees, and company 
(Do Paco & Nave, 2013). 
The participants in this study gave numerous examples of how their volunteer 
opportunity helped them strengthen their anchors to their work identity.  They explained 
how this experience reinforced their commitment with the IEP specifically and OEM, in 
general.  Hudson and Inkson (2006) also demonstrated that volunteers have “high levels 
of openness and agreeableness, and career anchors of dedication” (p. 304).  As their 
commitments rose, the participants of this study talked about how they continued to 
extend their personal support to the IEP program and OEM.   
The participants shared they felt personally contented by what they had been able 
to accomplish on the deployment site and what they continued to do through ongoing 
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relationships and resource support for those in the villages in which they were based.  
They were motivated to contribute more toward such programs.  This aligns with Thoits 
and Hewitt’s (2001) research showing that the relationship between volunteer work and 
personal well-being influenced volunteering behavior.  Their research concluded that 
positive consequences flowing from volunteer work led to increased happiness, life 
satisfaction, self-esteem, sense of control over life, and physical health and reinforced the 
volunteers’ commitment to volunteering. 
Putnam (2000) stated in his research, “social networks provide the channels to 
recruit one another for good deeds” (p. 117).  Not only do these social networks serve the 
welfare of the community, they also help amplify the volunteers’ goals and create their 
personal and professional identities.  In the cases of the foreign-born participants in this 
research, they experienced the IEP deployment as an opportunity to return “home,” serve 
people from their native countries, and build their social network at the site to help their 
home communities.  According to the participants, this created a sense of oneness with 
the locals, provided the utmost satisfaction, and enhanced their identity. 
Summary 
Using a narrative style, this chapter examined the evidence gathered from the 
eight participants in looking at their lives and experiences as ICT volunteers in 
underdeveloped countries.  Three themes that emerged out of data analysis have been 
presented in detail.  The three major themes identified include: (a) dimensions of the 
divide, (b) bridging the widened gap, and (c) value added from ICT volunteering.  The 
results of the study were discussed and interpreted in relation to prior research.  The three 
results that emerged are: (a) oftentimes ICT volunteers see digital divide challenges as 
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opportunities while leveling the playing field, (b) ICT volunteering touches the lives 
of people in underdeveloped countries and also alters the landscape of digital divide, and 
(c) there is a recurring association between corporate volunteering and volunteer benefit.  
These findings and results provide a trail of evidence to respond to the study’s research 
questions in the final chapter. 
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Chapter 5: Conclusions and Recommendations 
Introduction 
The purpose of this narrative research was to explore the challenges, prospects, 
and experiences of ICT volunteers.  This research focused on the stories told by eight IEP 
volunteers from OEM during interviews and by using field notes and artifacts.  All the 
participants were from the Northern California sites of OEM and had participated in at 
least one short-term ICT deployment. 
The following research questions were posed for this study:  
1. What stories do ICT volunteers share on the meaning of ICT volunteerism in 
underdeveloped countries? 
2. What stories do ICT volunteers tell about their volunteering choices?  
3. How do they describe the effect of their volunteer experience on their 
personal and professional lives? 
Through in-depth analysis of participants’ replies during interviews, of 
observations, and of artifacts, three findings emerged: (a) dimensions of the divide, (b) 
bridging the widened gap, and (c) value added from ICT volunteering.  Results and 
interpretations were drawn from the findings and considered in light of prior research.  
The three results that emerged included that: (a) oftentimes ICT volunteers experience the 
digital divide challenges as opportunities to level the global playing field, (b) ICT 
volunteering touches the lives of people in underdeveloped countries and alters the 
landscape of the digital divide, and (c) there is a recurring association between corporate 
volunteering and volunteer benefit.  This chapter presents the conclusions and 
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recommendations.  The conclusions of this study offer responses to the research 
questions that were established from the findings, results, and interpretations and the 
synthesis of the researcher’s views.  The conclusions are followed by recommendations 
for action and recommendations for future research. 
Conclusions 
This section explores the three research questions that guided this study with the 
data gathered from the participants and by following the trail of evidence provided in 
Chapter 4. 
Research Question One 
What stories do ICT volunteers share on the meaning of ICT volunteerism in 
underdeveloped countries?  The participants in this research initially became ICT 
volunteers hoping to be of service in the underdeveloped countries to bring long-term 
economic benefits by helping to deploy technology.  They sought to pave the way for 
socio-economic growth by enabling the schools (teachers and students) and locals 
(farmers) with technology and ICT skillsets.  They found, through their experiences, that 
moving out of their frame of reference to meet people and cultures was necessary to 
create successful outcomes.  These research participants described personal sacrifices, 
stretching what they knew and innovating in the moment, and getting outside their 
comfort zones to make a difference to the community by making the ICT deployments 
sustainable after they left. 
Within the framework of their work settings, the participants of this study gave 
new meaning to ICT volunteerism beyond the literature definition of corporate outreach 
through philanthropy.  They explained it as being able to develop a big heart to teach, 
  
108
train, help through philanthropy, and improve the ICT user experience in the moment 
as well as the lives of others for the long-term.  The participants were passionate about 
ICT deployments; they came with the technical aptitude and developed a mental ability to 
serve by being their best selves even during challenging times on location.  In the context 
of corporate employees, they brought the ability to walk in the shoes of another back to 
their professional roles.  ICT volunteerism provided a means of being impactful in the 
world by extending what they do for work as service.  
Research Question Two 
What stories do ICT volunteers tell about their volunteering choices?  The 
research participants considered and researched several factors before determining both 
when they would seek a deployment and where they would choose to go.  They 
considered living conditions in the underdeveloped countries and taking time off from 
their busy work-life schedules.  
The participants faced a variety of challenges in their deployment sites.  Apart 
from the socio-economic factors that contributed to the digital divide, the participants 
spoke about how physical access and usage issues contributed to the digital divide.  They 
identified the gap between the haves and have-nots in terms of the availability of 
electricity, running water, and living conditions and not simply physical access to 
computers and the Internet, education, and skills.  These were clearly limiting factors for 
deploying technology in the underdeveloped countries.  
While experiencing challenging situations in which pre-planning goals would not 
work, the participants sought and found opportunities to challenge the divide.  They 
looked beyond inconveniences to embrace the uniqueness of the situations.  The 
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problems looked trivial in comparison to the impact they left on the community and 
the experiences they gained for themselves.  The volunteering experience also motivated 
the participants of this study to continue to contribute to individuals and the communities 
longer term in their own ways in support of the greater good.  
Research Question Three 
How do they describe the effect of their volunteer experience on their 
personal and professional lives?  Though the ICT volunteering experience was meant to 
create technological and personal connections and build hopes by imparting skills to 
teachers, students, and villagers in the underdeveloped areas, this research indicates that 
it significantly affected the quality of the professional and personal lives of volunteers.  
The participants spoke about how their experiences helped them learn new skills, express 
personal values, enhance their self-esteem, and develop leadership abilities.  After 
returning from the ICT deployments, some pursued volunteering opportunities that 
continue to strengthen their belief systems and their identities.  
The participants explained that on a personal level they came to appreciate the 
amenities of the daily life they enjoyed and developed respect for the people living in the 
underdeveloped countries.  It can be concluded that ICT volunteering broadened their 
worldviews and helped them develop strong pro-social attitudes, an international 
network, and commitment to the sponsoring organization.  The study participants started 
influencing not only their colleagues but also motivated and engaged their families to 
support bridging the digital divide.  Thus, it can be concluded that the experiences shared 
by the ICT volunteers motivated and inspired the pipeline of trained individuals to 
continue and sustain efforts to volunteer for programs like IEP.   
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Most of the study participants indicated they carried memories that will last a 
lifetime and the impact the ICT deployment experience left on them was phenomenal 
because of the way it changed their personalities, character, leadership, and management 
styles.  It can be concluded that the kind of return ICT deployment program gives to 
participants who make a small investment in time and effort is a long-term life experience 
that offers value to the participants and their families.  ICT volunteers deal with the 
discomfort of the physical surroundings to receive the joy in accomplishments and 
experience personal and professional transformation.  
Recommendations 
The following recommendations place emphasis on how to enrich the experience 
of volunteers who deploy ICT tools and skills in the underdeveloped countries.  
Recommendations are also provided for the technology makers to support ICT 
deployments in underdeveloped countries and suggestions are offered for the future 
pipeline of ICT volunteers.  
Recommendations for Action 
Below are recommendations to ICT deployment program organizers: 
1. ICT volunteers would benefit from knowing what the stakeholders at the site 
of deployment are interested in learning.  Though the ICT deployment teams 
might take all the required tools and materials with them, oftentimes the 
curriculum and plan have to be modified onsite.  Establishing a series of pre-
travel discussions with the onsite program coordinators may greatly benefit 
the volunteers, allowing them to be better prepared to make a difference.   
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2. ICT programs would benefit from assuring that at least one or more of the 
team members on each team have local language expertise as this may 
increase communication with the villagers within the limited term of the 
deployment.  
3.  ICT deployment staff need to build-in planned time and a place for reflection 
on the team experiences during the deployment (as described about the group 
that had preplanned a safari), as this will lead to deeper learning and 
perspective transformation enhanced teamwork back in the work setting.  
4. Silicon Valley corporations need to extend support to such programs and 
continue to fund them.  They need to recognize how the program develops 
employees for new roles and new ways of working when they return to the 
organization, drawing on learned knowledge about the significance of the 
customer perspective, communicating effectively outside the technical team, 
the value of collaboration, and enhanced leadership abilities.   
  Recommendations for Future Research 
There is limited research on the experiences of the volunteers who champion the 
use of information and communication technology in underdeveloped countries.  The 
narratives and experiences shared by the ICT volunteers add a unique dimension to the 
existing studies.  There could be great benefit in further researching the lived experiences 
of ICT volunteers.  Below are the recommendations for further research: 
1. There is opportunity to extend this study with a quantitative approach.  
Surveys can be created from the themes and sub themes that emerged from 
this narrative research and data collected from all of those who have 
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participated previously.  This type of exploratory design will allow OEM 
and other corporations to better understand the program impact on employees 
who participate.   
2. Given that the participants of this research belonged to only one organization 
and may have similar values, there is a perceived lack of heterogeneity in the 
population.  Studying participants from different organizations and non-profit 
organizations who deploy technology in underdeveloped countries may offer 
further understanding of the research problem. 
3. This study can he further enhanced by conducting multiple interviews with a 
number of ICT volunteers after each deployment over a prolonged period of 
time and analyzing the data to learn more about the program’s ongoing 
impact. 
4. It might also be interesting to study how foreign born individuals and US born 
individuals experienced volunteering opportunities differently or similarly.    
Summary 
This chapter presented the conclusion, recommendations for action, and 
recommendations for future research.  The conclusions of the study followed the trail of 
evidence from the findings, results, and interpretations presented in Chapter 4.  The 
research questions that guided the study were explored and answered based on the stories 
shared by the ICT volunteers and by drawing on the results that oftentimes ICT 
volunteers see digital divide challenges as opportunities while leveling the playing field, 
ICT volunteering touches the lives of people in underdeveloped countries and also alters 
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the landscape of the digital divide, and there is a recurring association between 
corporate volunteering and volunteer benefit.  
This research indicates that a high propensity for employer-supported 
international volunteering in the information society might not only decrease the barrier 
in underdeveloped countries but may also impact the professional and personal lives of 
the volunteers.  Based on the stories from the participants of this study, the challenging 
situations in the underdeveloped countries appeared trivial compared to the unique 
experience the volunteers gained.  The ICT volunteers commit to live in underdeveloped 
countries for two weeks and deploy information, communication, and technology under 
arduous conditions to transform the lives of the people.  The experience often changes the 
lives of the volunteers and they continue to contribute to bridge the divide as well as 
motivate the next pipeline of volunteers to sustain ICT deployment programs.  
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Appendix A: Interview Protocol 
 
Meeting 1 
 
One-to-One IEP Volunteer Interview Protocol 
 
Study: Wiring Connections, Building Hopes and Transforming Lives with Technology: 
A Narrative of Information and Communication Technology Volunteers 
 
Time of Interview: 
Date: 
Place: 
Interviewer: 
Interviewee: 
Study Description: 
 
First and foremost I would like to thank you for accepting my invitation and 
participating in this interview. As mentioned in the email and the consent form, the 
purpose of this narrative research is to explore the challenges, prospects and experiences 
of Information and Communication Technology (ICT) volunteers.  By focusing on the 
stories told by ICT volunteers about creating technological and personal connections and 
building hopes by imparting skills, this research seeks to explore how ICT volunteering 
has been affecting the quality of life of the volunteers. I also hope with this research to 
further inspire a pipeline of trained individuals to continue and sustain efforts to 
volunteer for Information and Communication Technology for Education Program (IEP).  
 
I will be audio recording the interview session. I will also be taking down notes 
based on my observation. In order to make the data richer I would greatly appreciate if 
you can share artifacts so I can record the chronology of events accurately. I intend to 
answer the following research questions  
 
Research Questions: 
 
1. What stories do ICT volunteers share on the meaning of ICT volunteerism 
in underdeveloped countries? 
2. What stories do ICT volunteers tell about their volunteering choices?  
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3. How do they describe the effect of their volunteer experience on their 
personal and professional lives? 
 
The interview questions are devised to guide the interview but it is meant to be 
more of an experience sharing session and a conversation. Please feel free to elaborate, 
ask clarifying questions and make yourself more comfortable.  
 
Questions: 
1. What is the nationality of your birth? 
 
2. What is your story on why you volunteered? 
 
3. What stories can you share on the factors you considered before going to 
deploy ICT tools in the underdeveloped country? 
 
4. What preparations and trainings did you undergo before the deployment? 
 
5. What is your definition of ICT volunteerism? 
 
6. What stories can you share on your role at the deployment site? 
 
7. Describe your experience as an IEP volunteer ( which underdeveloped 
country did you visit, for how long) 
 
8. What stories can you share on the hurdles you encountered while 
deploying ICT tools? 
 
9. What do you think would have helped you to better serve during your visit 
to the underdeveloped county? 
 
10. What stories do you have on how IEP volunteering experience affected 
you? 
 
11. What stories can you share on your self-identify prior to the IEP 
volunteering experience? 
 
12. What stories can you share on your self-identify now, after the IEP 
volunteering experience? 
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I sincerely appreciate and thank you for your participation in this research.  
Fictitious names will be used to refer to you, your organization and your responses will 
remain confidential. Let us schedule a time for the follow up interview. For the next 
interview please bring any artifacts which you can share. Once again thanks very much 
for your time and participation.  
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Meeting 2 
 
One-to-One IEP Volunteer Interview Protocol 
 
Study: Wiring Connections, Building Hopes and Transforming Lives with Technology: 
A Narrative of Information and Communication Technology Volunteers 
 
Time of Interview: 
Date: 
Place: 
Interviewer: 
Interviewee: 
 
It is great to see you again. How have you been? Have you brought the artifacts 
collection with you? I will return the personal documents after making photocopies if you 
permit me to do so. I will also go over the story I captured based on our previous meeting 
to make sure I represent your story accurately. 
 
Again, the interview questions are devised to guide the interview but it is meant to 
be more of an experience sharing session and a conversation. Please feel free to elaborate, 
ask clarifying questions and make yourself more comfortable.  
 
Questions: 
 
1. What stories do you have on the changes you might have observed in your 
personal life after you came back from the deployment? 
 
2. What stories do you have on the changes you might have observed in your 
personal life after you came back from the deployment? 
 
3. What are your thoughts on volunteering again for such a cause? 
 
4. What stories would you want other volunteers to know about this 
experience?  
 
I sincerely appreciate and thank you for your participation in this research. Let us 
schedule a time for the follow up interview. When we meet for the final interview, I will 
go over the stories I have captured based on this interview to cross check with you and 
get your feedback. I want to make sure I represent your story accurately. Once again 
thanks very much for your time and participation.  
 
Meeting 3 
 
One-to-One IEP Volunteer Interview Protocol 
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Study: Wiring Connections, Building Hopes and Transforming Lives with Technology: 
A Narrative of Information and Communication Technology Volunteers 
 
Time of Interview: 
Date: 
Place: 
Interviewer: 
Interviewee: 
 
It is great to see you again. How have you been? Have you brought any additional 
artifacts collection with you? I will return the personal documents after making 
photocopies if you permit me to do so. I will go over the stories I have captured based on 
the meetings so far. Please feel free to interrupt me and provide your feedback. I want to 
make sure I represent your story accurately. Please feel free to elaborate, ask clarifying 
questions and make yourself more comfortable.  
 
I sincerely appreciate and thank you for your participation in this research. Once 
again thanks very much for your time and participation.  
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Appendix B: Letters of Inquiry and Follow-Up 
 
(date) 
Dear ____________, 
I am Suganya Parthasarthy and I am currently pursuing a Doctoral degree in Educational 
Leadership and Management at Drexel University in Sacramento. As part of my requirements I am 
conducting a qualitative study titled: “Wiring Connections, Building Hopes and Transforming Lives with 
Technology: A Narrative of Information and Communication Technology Volunteers.” 
The purpose of this narrative research is to explore the challenges, prospects and experiences of 
Information and Communication Technology (ICT) volunteers.  By focusing on the stories told by ICT 
volunteers about creating technological and personal connections and building hopes by imparting skills, 
this research seeks to explore how ICT volunteering has been affecting the quality of life of the volunteers. 
I also hope with this research to further inspire a pipeline of trained individuals to continue and sustain 
efforts to volunteer for Information and Communication Technology for Education Program (IEP). 
I found your contact from the list of IEP volunteers provided by the IEP program manager in 
Orange Electronics and Manufacturing (OEM). I would like to extend an invitation to you to participate in 
my study and share your experiences prior, during and after the ICT deployment. This study is conducted 
as part of the dissertation requirement for my Doctoral Degree in Educational Leadership and Management 
at Drexel University. 
I plan to conduct a single semi-structured interview followed by two one-to-one unstructured 
interviews each lasting approximately 60 minutes. In order to portray an authentic analysis I will be audio 
recording the interview sessions. I will also be taking down notes based on my observation. In order to 
make the data richer I will be requesting you to share artifacts so I can record the chronology of events 
accurately. 
Participation in this study is completely voluntary. You are free to decide not to participate or to 
withdraw at any time without consequences.  There are no known risks and/or discomforts associated with 
this study.  Fictitious names will be used for the names of the organization and participants. The data 
collected will be secured in drives without Internet access and maintained in a locked drawer in the 
investigator’s office through the study and after up to three years. Interview recordings and transcriptions 
will not be shared with OEM; they will be used only for the purpose of this study.  
Please let me know if you will be able to participate in my study. If you have questions or 
concerns about your participation in the study, please contact the researcher, Suganya Parthasarathy at: 
(916) 853-9176 or via email at sp924@drexel.edu. I will be happy to furnish you with more details. I look 
forward to your participation. 
Sincerely, 
 
Suganya Parthasarathy 
Doctoral Candidate, Ed.D. in Educational Leadership and Management 
Drexel University, School of Education 
(916) 853-9176           Email: sp924@drexel.edu 
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Follow-up Email to Participants 
Dear ____________.  
I am writing to thank you for your response and invite you to participate in my doctoral research 
project titled: “Wiring Connections, Building Hopes and Transforming Lives with Technology: A Narrative 
of Information and Communication Technology Volunteers”. 
The purpose of this narrative research is to explore the challenges, prospects and experiences of 
Information and Communication Technology (ICT) volunteers.  By focusing on the stories told by ICT 
volunteers about creating technological and personal connections and building hopes by imparting skills, 
this research seeks to explore how ICT volunteering has been affecting the quality of life of the volunteers. 
I also hope with this research to further inspire a pipeline of trained individuals to continue and sustain 
efforts to volunteer for Information and Communication Technology for Education Program (IEP). This 
study is conducted as part of the dissertation requirement for my Doctoral Degree in Educational 
Leadership and Management at Drexel University under the supervision of Dr. Kathy Geller, dissertation 
Supervising Professor at Drexel University.   
I plan to conduct a single semi-structured interview followed by two one-to-one unstructured 
interviews each lasting approximately 60 minutes. The first interview will be held on (date) at (location). 
Before the start of the interview you will be requested to complete an Informed Consent Form and your 
signature documents your permission to take part in this research. Place and time for the consecutive 
interviews will be set up after the completion of the previous interview. Please let me know of a preferred 
phone number to reach you to finalize the meeting time and place and explain the informed consent form. 
For the purpose of data collection, I request that I be permitted to audio record the interview using 
two devices (one for back up) and take handwritten notes through the process based on my observation. In 
order to make the data richer I also request you to share artifacts so I can record the chronology of events 
accurately. The data collected will be secured in drives without Internet access and maintained in a locked 
drawer in the investigator’s office through the study and after up to three years. Interview recordings and 
transcriptions will not be shared with OEM; they will be used only for the purpose of this study. The 
recording, observation notes and interview transcripts will only be reviewed by myself and then only for 
purposes of identifying key themes, findings and results from across the interviews. 
I also encourage you to share information on the study with other volunteers who were engaged in 
the assignments along with you or in the prior years in similar regions and ask them to volunteer to 
participate.   
Participation in this study is completely voluntary, all participants and the name of the 
organization will remain anonymous, will be given pseudonym, and identified only as an IEP volunteer.  
You are free to decide not to participate or to withdraw at any time without consequences.  There are no 
known risks and/or discomforts associated with this study.   
If you have questions, I would be happy to talk in more detail.  I can be reached at (916) 853-9176 or via 
email at sp924@drexel.edu. 
Thank you for your time.  I look forward to your response and confirmation of the time denoted above.  
Sincerely, 
Suganya Parthasarathy. 
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Appendix C: Informed Consent Form 
 
Drexel University  
Consent to Take Part In a Research Study 
1. Title of research study:  
Wiring Connections, Building Hopes and Transforming Lives with Technology: 
A Narrative of Information and Communication Technology Volunteers 
2. Researcher:  
Suganya Parthasarathy, Doctoral Candidate, Drexel University, Sacramento Campus. 
3. Why you are being invited to take part in a research study 
 
We invite you to take part in a research study because of your role as IEP 
(Information and Communication Technology for education program) volunteer in 
deploying low cost computers and imparting technical skills in underdeveloped countries.  
4. What you should know about a research study 
 Someone will explain this research study to you. 
 Whether or not you take part is up to you. 
 You can choose not to take part. 
 You can agree to take part now and change your mind later. 
 If you decide to not be a part of this research no one will hold it against you. 
 Feel free to ask all the questions you want before you decide. 
5. Who can you talk to about this research study? 
If you have questions, concerns, or complaints, or think the research has hurt you, 
talk to the research Suganya Parthasarathy at 916-853-9176 or sp924@drexel.edu. 
Additionally you may also contact Dr. Kathy Geller who is supervising the study at 916-
213-2790 or kdg39@drexel.edu.  
This research has been reviewed and approved by an Institutional Review Board 
(IRB). An IRB reviews research projects so that steps are taken to protect the rights and 
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welfare of humans subjects taking part in the research.  You may talk to them at (215) 
255-7857 or email HRPP@drexel.edu for any of the following: 
 Your questions, concerns, or complaints are not being answered by the research 
team. 
 You cannot reach the research team. 
 You want to talk to someone besides the research team. 
 You have questions about your rights as a research subject. 
 You want to get information or provide input about this research. 
6. Why is this research being done? 
The purpose of this narrative research is to explore the challenges, prospects and 
experiences of Information and Communication Technology (ICT) volunteers.  By 
focusing on the stories told by ICT volunteers about creating technological and personal 
connections and building hopes by imparting skills, this research seeks to explore how 
ICT volunteering has been affecting the quality of life of the volunteers. 
7. How long will the research last? 
We expect that you will be in this research study for three interviews lasting 
approximately 60 minutes each. The first interview will be one-to-one semi-structured 
interview lasting approximately 60 minutes and the next two will be one-to-one 
unstructured interviews lasting approximately 60 minutes each. Interviews are planned to 
be conducted between 15th September and November 2014. The analysis of data and 
research report presented as a Doctoral Dissertation will be completed by April 2015.  
8. How many people will be studied? 
Totally eight IEP(Information and Communication Technology for education program) 
volunteers, four native born and four foreign born who participated in ICT deployments 
from one of the OEM (Orange Electronics and Manufacturing) sites in Northern 
California will participate in the research.  
 9. What happens if I say yes, I want to be in this research? 
 You will receive an email describing the interview information and a proposed 
time and date for the interview along with a request to provide a convenient phone 
number to finalize the interview. You will also receive this “Consent to Take Part 
In a Research Study” document for your personal review. These emails will be 
followed by a call from Suganya Parthasarathy who will setup a date and time for 
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the interview. The date, time and place for the following interviews will be 
decided at the end of previous interviews. 
 Prior to the start of your participation, the researcher will review this form with 
you and gain your consent to participate in this process.  
 You will interact with Suganya Parthasarathy, Doctoral Candidate at Drexel 
University School Of Education.  
 The interviews will be at your place of your convenience.  
 The interview is planned to be be done during 15th September to November 2014. 
 You will be in this research study for three interviews lasting approximately 60 
minutes each. The first interview will be one-to-one semi-structured interview 
lasting approximately 60 minutes and the next two will be one-to-one 
unstructured interviews lasting approximately 60 minutes each. Two digital 
recorders will be used to assure a verbatim record of the questions and responses. 
Observation notes will be taken down during the interview by the researcher. You 
will also be encouraged to share any artifacts related to Information and 
Communication Technology Volunteering. Photos of the artifacts will be taken 
and returned to you at the end of each interview session. 
 To maintain your confidentiality, you and your organization will only be 
identified by a pseudonym throughout the study on the recordings and in any 
transcriptions, analysis or reporting by this label. Information from the artifacts 
will also be represented with pseudonyms and faces in any photos used will be 
blacked out. 
10. What are my responsibilities if I take part in this research? 
If you take part in this research, it is very important that you:  
 Follow the investigator’s or researcher’s instructions. 
 Tell the investigator or researcher right away if you have a complication or injury. 
11. What happens if I do not want to be in this research? 
You may decide not to take part in the research and it will not be held against you. 
12. What happens if I say yes, but I change my mind later? 
If you agree to take part in the research now, you can stop at any time it will not 
be held against you. 
13. Is there any way being in this study could be bad for me? 
There is no inherent risk to participation in this research study including physical, 
psychological, privacy, legal, social or economic risk to the participants. 
14. Do I have to pay for anything while I am on this study? 
There is no cost to you for participating in this study.  
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15. Will being in this study help me in any way? 
There are no benefits to you from your taking part in this research. We cannot 
promise any benefits to others from your taking part in this research.  
16. What happens to the information we collect? 
Efforts will be made to limit access to your personal information including 
research study records, treatment or therapy records to people who have a need to review 
this information. We cannot promise complete secrecy. Organizations that may inspect 
and copy your information include the IRB and other representatives of this organization.  
Following the completion of the study, the primary investigator will maintain in a 
locked cabinet in her office for a period of three years the following original records:  
Correspondence, research proposal, data collection instrument, data and results, audio 
tapes, protocols, Drexel IRB submission, approved informed consent form, training 
certifications, and any other documents required by regulations. Following that, if there is 
no more use for it, data collected for this study will be destroyed. If additional 
publications are in process, the data will be maintained in the locked cabinet in the 
primary investigator’s office.  
We may publish the results of this research. However, we will keep your name, 
organization and other identifying information confidential. 
17. Can I be removed from the research without my OK? 
No. The researcher does not anticipate any reason to terminate participation 
18. What else do I need to know? 
This research study is being done by Drexel University.  There is no inherent risk to 
participation in this research study including physical, psychological, privacy, legal, 
social or economic risk to the participants. 
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Signature Block for Capable Adult 
Your signature documents your permission to take part in this research. 
DO NOT SIGN THIS FORM AFTER THIS DATE   
   
Signature of subject  Date 
 
 
Printed name of subject 
   
Signature of person obtaining consent  Date 
Suganya Parthasarathy   
Printed name of person obtaining consent  Form Date 
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Appendix D: Template for Field Notes 
 
 
 
Descriptive Notes 
 
 
 
 
 
 
 
 
 
Reflective Notes 
 
 
 
